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Getting ready for your shift - a checklist 

Use this checklist to get ready for your L-net shift. 

•It is a good idea to start getting ready 5 minutes before your shift. 

•If you have them, make sure your speakers are loud enough to hear the doorbell 
when a new patron arrives. 

•Check your browser settings at www.oregonlibraries.net/staff7wiki/help . 

•Once your computer is ready, go to http://www.oregonlibraries.net/blog. Click on 
the QuestionPoint login link. Login with your user i.d. and password and launch 
chat. 

•If you’re unsure of the time of your shift, you can check the schedule on your my 
QuestionPoint screen and at 

http://www.oregonlibraries.net/staff/schedule.shtml#week. 

•Monitor all Oregon queues and the 24/7 Reference Cooperative queue as well. 
•Send a hello to the librarian going off-duty using the Flash Chat IM tool or AIM. 
•Have ready a second browser window to search with. 

•Close down other extra windows and programs that may clutter your screen or slow 
down your computer. 

•If you don’t have a call to work on right away, check our staff information blog 
(www.oregonlibraries.netdjlogA to find out the latest news. 

•Don't forget to have fun. 

Support 

If you are having trouble during your shift, you may contact the the partner support 
coordinator, Emily Papagni (503) 988-5433, or the service coordinator, Caleb 
Tucker-Raymond (503) 988-5438 calebt@multcolib.org. 

For emergencies during your shift, if Caleb and Emily are not available, contact 
OCLC Support, 1-800-848-5800. You can also use the L-net mailing list 
(http://listsmart.osl.state.or.us/mailman/listinfo/l-nefi or AOL Instant Messenger to 
find people who can help. 
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Quick guide to QuestionPoint Chat 

Setting up an L-net chat session: 


Log into L-net at www.questionpoint.org (click on the link near the top of the page 
“Librarian Logon”) or at www.oregonlibraries.net/blog (click “QuestionPoint Login”). 
You may wish to bookmark the logon page for future use. 

Logon to your account with your User I.D. and password. 

You’re now logged on to your My QuestionPoint page. 

It’s a good idea to open a second browser window from the icon on the desktop (not by 
pressing Ctrl-N) so you have a second browser window open for searching databases and 
websites. 

Click on Launch Chat and check the boxes for your primary queue and the “BME 
Queues” to monitor Oregon’s queues. Also check the box for “24/7 Reference 
Cooperative” to monitor the global cooperative. 

Patrons logging into the service will appear in your “New” tab. If a patron logs into the 
service and a librarian from the patron's home library is monitoring the service, the patron 
will first be visible only to the local librarian. After 40 seconds the patron will be visible 
to everyone monitoring the service. Please pick up patrons in the order in which they 
appear in the queue. OCLC Back-up librarians will pick up patrons who have been 
waiting two minutes or longer. 




'll Qu«stk}RP<Mnt - throu^ HiHtnomah Cofimty library 


Enuty Papa^ni (116490} 


[ Home { Clock j E.x«t ] 


Home ): Password { Settin-gs | 24/7 INFO Site j: Covera'Se f Reports J Chat Monitoring Tool f Terms and Conditions 


QitestifonPolBt Announcen^ents 


Institution Aonoancenrents 


Logging on to Practice using Fiash 


Make sure that your computer is configured properly for flash to work. You’ll find the 
required configurations at www.oregonlibraries.net/staff7wiki/computerConfiguration. 


Once your computer is ready, go to http://www.oregonlibraries.net/blog/. 


Click on the QuestionPoint link. 


Login with your user i.d. and password. 


If you’re practicing being a librarian, click on the Launch Chat link under “quick links' 
and select the practice queue. 


^ http://www.questonpoint.org/CTS^rvlet/org: 
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If you’re practicing being a patron, click on the Flash Chat Patron Test Form link under 
“quick liiiks”. 
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My QuestlonPoint 

Welcome, Emily Papagnt 

Institution: L-net: Oregon Libraries Pletwork (11741) 


Select Language- O 
OCLC Symbol: ORX 


MyQuestionPoint 


Home I 

Home Pasisword | Settin:^^; \ 24/7 INFO Sjcte | Coverage | Reports { Chot: Mronttortn^: Tool | Terms an-d Conditions 


Support 

Help 




Ques^nP&mx A nnouncements 


Son .Invn Rnrstim« E.nvtiroom«ot 

(mclodns VH ) _ 

Microsoft VM (for 24-7 only) 


Be sure to look in the right column for links to useful resources, forms, 
documentation, and the blog. 

A new issue of fttetvs is now available behind the Mews tab, above. Look here to 
find lists of features recently installed, additional useful links, featured members 
and Q&As, known issues and temporary workarounds, and more. 


You may practice using the software by being both a librarian and a patron on one 
computer. 
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Flash Settings 

You have the freedom to adjust your flash settings in whatever way works best for you. 

If you have speakers on your computer, you may want to disable the pop-ups alerting you 
that a new patron has arrived. Especially when staffing the cooperative, the pop-ups can 
be troublesome. 

Many librarians are using these settings: 


^ ^ ^ O Q I http:/AA>vvvv.ques1ic>npcwntorq/CT5/ser^;tet/org.c?dc.chatFlashAgentMDnitof;jsesaonid-'S3A4ftCCB762=2=EE6/^527; ;; 9a> [ia 


. # X 


QuesttonPoinf I Chat Updated: 16:43:04 2007/03/25 
Emily Papagni (116490) 


Queues (0) 


(0) Settings 


Help Logout 

Monitoring: No Queues 


|| My Flash Chat Settings I 

^ Change font size: 

A A A 

New Patron Notifrcation Settings | 

Flash based popup alert: 

Off 

Browser based alerts (popup and system 
sound): 

Off 

Sound alert when "New” patron arrives: 

On 

Sound alert repeatedly while "New” 
patron In queue: 

Off 

Sound alert repeatedly when ”My” 
patron has responded: 

Off 

[ . 1 ( 

Return ij 

J_1 


New (0) 






Queue 


Litsfenans 


Question 


Closing Chat Questions 


When you have finished answering your patron’s question, click on the End Session 
button, select a resolution code (click on the appropriate code and then click on “Add”). 
Then click “Close”. 

Ending a session 

At the end of your session, ask the patron if his questions have been completely answered, 
or if he needs help with anything else. If the patron indicates that more information is 
needed outside of the session, verify the patron’s e-mail address and refer the question 
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appropriately (see Resolution Codes below). 

When your patron no longer appears to be connected, it's important to keep the question 
open for a while before assuming that the patron is gone. There are two different 
messages you'll see when the session is closed from the patron's side: 

"patron has logged off’ (a deliberate action on the part of the patron) 

It's fine to close the question when you see this message. It's ok to include more 
information and a closing if the patron has included an email address, as they will see the 
added information when they receive their email transcript. 

If you can’t or haven’t answered the question (satisfied patron needs), check for an email 
address and refer to Follow Up. 

"patron is no longer connected" (a technical problem) 

When it’s been awhile since you’ve heard from a patron, connection status indicators will 
alert you to technical problems with your connection to the patron. 

Green - All is good 

Yellow - QP server hasn’t heard from patron server 

Red - After 2 minutes yellow turns to red and you’ve lost your connection to the patron 

If you see the “patron is no longer connected’’ message and feel the question was not 
fully answered (and an email address was provided), go ahead and refer it to Follow 
Up. Keep in mind that there are other technical problems that come up too, so remember 
to communicate with your patron to make sure they’re still there! 

Resolution Codes 


If you sense you may need to put the question into follow up, check for an email address 
since patrons sometimes log off abruptly or get disconnected. 

If the request cannot be adequately answered during the session, use one of the following 
codes for Follow Up: 

(Before coding for Follow Up, verify the patron’s email address and deadline.) 
Answered: no additional information is needed by patron. 

Follow Up by Patron Library: In most cases, use this code anytime Follow Up is 
needed. The question will be answered either by the patron’s home library or another 
appropriate library. 

Follow Up by Me: Only use this code if you (the chatting librarian) have information at 
hand which will thoroughly answer the question. When you use this code, you are 
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responsible for the follow up. 

Lost Call: If the patron never responds and has not given us an email address. Do not use 
Lost Call if the patron left an email address; instead, use Follow Up by Patron Library. 

Practice: Only when a chatting librarian is practicing 

L-net does not use the Descriptive Codes: We’re not using the codes to keep statistics 
on what kinds of questions our patrons are asking so feel free to ignore this part of the 
software. Please keep in mind that OCLC asks that we do not use them with cooperative 
patrons. 

Following Up 

If you take a Follow Up question, please try to answer within 2 working days. If you’re 
having trouble after a day, refer back to Follow Up or to another library. It’s important to 
communicate with the patron to let them know if it’s taking longer and to find out if they 
have a deadline. 

Using the “request clarification” button is a good way to get more info from the patron. 
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Lost Calls 


If you haven’t heard from a patron for a while, it’s a good idea to ask the patron if he is 
still there. 


Visual connection-status indicators show when a patron is connected (green square), 
when the system has received no response from the patron for an extended time (yellow 
diamond), and when the connection between patron and system is broken (red circle). 



^ Chat Monitor - QuestionPoint - Microsoft Internet Explorer provided by OCIC, Inc. 


Wew Fevorites Tods 

^ i ’$^se»ch l^Favoritais 0 | 1^* ^ 

http: //linuxqaZ. de v. ocic. org:9567/crs/servlet/org. ocic. chat. Flash AgentMonitor; jsessionicl-82283A8A89D 1 A4952DD6E32F48E63040?&qphost«linuxqa2. dev. ode. org& 
^ ^ I ^ Shopplho • <2^ My Yahoo! Q Answers » 


QaestfonPoInf!Chat Updated: 13:18:06 2006/11/22 

Paula Rumbaugh (100300825) 


Queues (2) 


Help l.ojjout 

Monitoring: Live Queues 


Settings 


Chat: Bob Browning 


I Cl) 


Question: Chat Transcript: I would like a good book 
of Shelley's poetry. 

PARAD_ADMIN: Note: Patron's screen name: Bob 
Browning 

PARAD_ADMIN: Librarian 'PARAD_ADMIN' has joined 
the session. 

PARAD_ADMIN: You're kidding, right?! 

Bob Browning: Not so much, no. Why do you ask? 
PARAD_ADMIN: Because I'm suddenly getting calls 
from a bunch of poets. 

Bob Browning: Who else? 

PARAD_ADMIN: Well, first Shelley called. 
PARAD_ADMIN: And then Byron. 

Bob Browning: Shelley who? Byron who? Should I 
know these people? 

PARAD_ADMIN: Percy Bysshe. 

Bob Browning: Bysshe? 

PARAD_ADMIN: Yes, Bysshe. 


Patron's Last Messaoe 


13:11 Patron is no lonoer connected, 
13:09 I can be verv oatient. Thanks. 
13:15 Bvsshe? 


Bob Browning 


Polltie; 


flutes. 


Question: [2012860] I would like a good book of Shelley's poetry. 
Patron: Bob Browning (Anonymous Patron) 

Patron's Ubrary: INFERNO LIBRARY 

Queue: INF 

Referer: 

http://linuxqa2.dev.ocic.org: 9567/crs/servlet/org.ocIc.ask.PatronChatF 
orm 

Browser/OS: Mo2illa/4.0 (compatible; MSIE 6.0; Windows NT 5.1; SVl; 


Cobrowse 


T [”(—[§«; 



j| 

Sessions 

My Active (3) 

Time 


( 1 Shellev 

13:01:25 


f+| Bvron 

13:04:44 

_i 

( 1 Bob Browning 

13:10:10 


If you have not heard from the patron for several minutes or if the connection icon is red, 
close the question. 

You may also see a note at the bottom of the transcript regarding the patron’s status. 

The message "Patron is no longer connected" means that there has been some sort of 
technical problem and the patron is lost. 

If a patron deliberately logs off to end the session the software will display the message 
"Patron ended chat session." 

It's a subtle distinction, but it may help you to understand why you're no longer getting 
messages from the patron. 
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If the patron has entered an e-mail address, give the call a resolution code of “followup 
by patron’s library”. 

If there is no patron e-mail address, give the call a resolution code of “lost call”. 
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Computer Configurations for flash chat 


The most current version of L-net’s computer configuration’s is always available at 
http://www.oregonlibraries.net/staff/wiki/computerConfiguration 

Preferred librarian settings: 

Recommended System Requirements for Flash-based Chat Librarians wanting to use 
cobrowse 

1. A web browser: Microsoft Windows (2000 or XP) for IE6. Microsoft Windows (XP or 
Vista) for IE7. If you are using 1E7, be sure to follow the configuration instructions at 
http://www5.oclc.org/questionpoint/Chat_setup.pdf (Requirement. No other OS/browser 
combination possible for librarians using Flash Chat with Cohrowse.) 

2. A high speed connection to the internet 

3. Adobe-Macromedia Flash Player: Version 9 is required. 

4. A virtual machine (Java engine) from either Microsoft (version 1.1.4) or Sun Run 
Time Environment. Note: All versions of Sim Java Runtime Environment are fine 
EXCEPT 1.6.0_01. There is a technical issue with Sun Java Runtime Environment (JRE) 
version 1.6.0_01 that will prevent you from successfully establishing a cormection to the 
cobrowse server. You may use the link below (What version of Java do you have?) to 
check your version. 

Minimum librarian settings: 

Minimum System Requirements for Flash-based Chat Librarians not using cobrowse 

1. A web browser: Microsoft Internet Explorer 6, Netscape 6+, or Firefox 1.5+. 

2. A high speed cormection to the internet 

3. Adobe-Macromedia Flash Player: Version 9 is required. 

Preferred patron settings: 

Minimum System Requirements for a Patron to use full cobrowse Minimum System 
Requirements for a Patron who wishes to be able to cobrowse:(co-browse IS supported) 

1. A web browser: Microsoft Internet Explorer 6. 

2. Microsoft Windows (2000 or XP) 

3. A virtual machine (Java engine) from either Microsoft (version 1.1.4) or Sun Run 
Time Environment 1.5 

4. A cormection to the internet (the faster the cormection the better the experience) 
Minimum patron settings: 

Minimum System Requirements for Patrons (Note: Full two-way cobrowsing is NOT 
possible with this configuration) 
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1. A web browser: Microsoft Internet Explorer 6, Netscape, Firefox, Opera and Safari 

2. A connection to the internet (the faster the connection the better the experience) 

Network Setup 

Check with your IT department to see if your network is using a proxy server for your 
HTTP traffic. If so, please ask them to exempt all traffic from questionpoint.org on port 
80. This is to prevent the proxy server from becoming out of sync with the chat session 
(which will refresh every 3 to 5 seconds over that port) 


Browser Setup for IE 6 

Configure your browser. 

1. Open an Internet Explorer browser. 

2. Click on the Tools menu and choose Internet Options. 

3. In the General tah, click Delete Files. A popup appears. Put a check in the "All offline 
content box," then click OK. 

4. Also in the General tah, click Settings. Click Every visit to the page and set the disk 
space setting as low as possible, usually 1 MB. Then click OK. 

5. In the Privacy tah, click Advanced. A popup appears. Make sure Override 
Automatic Cookie Handling is checked. Make sure Always allow session cookies is 
checked. Click OK. 

6. In the Advanced tah, scroll down to HTTP 1.1. Either Use HTTP 1.1 or Use HTTP 
1.1 through Proxy connections should be checked. If neither is, check Use HTTP 1.1. 

7. Also in the Advanced tah, scroll down to Java (Sun) and Microsoft VM. If you have 
it, check Java (Sun). Microsoft VM will stop being supported by Microsoft very soon. If 
you need to use Microsoft VM at your library, it is still okay to use for now, but put a 
check in JIT compiler for virtual machine enabled and leave Java console enabled and 
Java logging enabled unchecked. Click OK. 

8. Turn off any pop-up blockers you might be using. 

9. Close all of your Internet Explorer windows. 

10. Open up Internet Explorer and logon. 

For more information about browser configurations or if you use IE7, see 
http://www5.oclc.org/questionpoint/Chat_setup.pdf or QuestionPoint's Guide to IE 
Browser Set up available from the Training Guides and Viewlets link on My 
QuestionPoint. 

Before every shift, be sure to clear your cache. To clear your cache: 

In the General tah, click Delete Files. A popup appears. Put a check in the "All offline 
content box," then click OK. 
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Highly Recommended 


1. Have at least 256 MB of RAM on your computer. 512 MB is better, but more than that 
won't help much. 

2. Don't run other programs on your computer while you are chatting with patrons, 
especially if you don't have much RAM. 

3. Set your screen resolution to something higher than 800x600 

4. Eliminate all of your other windows and programs you have open. 

Still having trouble? 

1. Check your internet options again, as above. 

2. Clear your cookies (Internet Options -> General tab -> delete cookies -> OK) 

3. Find out more about your computer and report the problem to OCLC and/or Caleb and 
Emily. 

Find out more about a windows computer 

1. What operating system are you using? 

2. How much RAM does your computer have? 

On your desktop, right-click "My Computer" and click Properties. Operating system 
and service pack are near the top. RAM is near the bottom. 

3. What browser version are you using? 

In Internet Explorer, go to Help-> About Internet Explorer. The number will be very 
long. 

4. What version of Flash do you have? 

Visit http://www.macromedia.com/shockwave/welcome/ and mouse over the “About 
tab” on the Macromedia Flash Player box. Note, "Shockwave" is above "Flash" 

5. What version of Java do you have? 

V isit http ://www.upshot.com/login/j avatest/logo/javavmtest.html 



Your QuestionPoint Account 


The first time you log in to your QuestionPoint account, you’ll be prompted to select a 
new password. Your password can be anything that you want it to be. 

You should also click on the Settings link (in the red toolbar) to make sure that your 
correct e-mail address is listed. You should also change the session time-out period to 
two hours. This will prevent time-out alerts from interrupting you during your chat shifts. 

Chat screen names are normally set up as “your first name at your library”. You’re 
welcome to use a name different than your own name. You can use the name of a 
favorite writer, a pet, almost anything will be ok. Just let Emily or Caleb know if you'd 
like to make any changes to your screen name. 
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Policy Pages 


In the middle of the chat software, a link to Policies is available. The link will open the 
policy page of the patron’s home library. It includes links to library web sites, catalogs, 
databases, and information regarding local patron services that may not be available 
elsewhere. 

Some libraries include barcodes for librarian use only. Librarians may use these to 
access library databases. 


' od jgd I 




QueslioitPoInt I Chat Updated; 16:58:21 2008/02/13 

Emily Papagnt (116490) 


Queues p| ll/l P) 

Chat: Molly 


Settings 


Help Logout 

Monitoring; Practice Queue 


I {^) II 11 


I Mv Sessions 


Time 


I Patron's Last Messaoe 


I Question: [Practice] Chat Transcript; Hi, does my library 
i hav^ a biography of Amelia Bloomer? 

; i Emily at L-net: Isiote; Patron’s screen name: Molly 
i I Emily at L-net: Librarian 'Emily at L-nef has joined the 
i ^session. 


Molly 



Policies 

Info II II 

URLS 

”ir 

Noiir— 


Question; [3225431] [Pracbce] Ht, does my library have a biography of Amelia 
Bloomer? 

Patron; Molly (No email provided) 

Patron's Library: -L-net: Oregon Libraries Network 
Queue; A Oregon Public 

Referer: httpr//www.questionpoint.org/crs/servtet/or 9 -odc,ask.PatronChatForm 
Browser/OS; Mozat3/4,0 (compatible; MSIE 6.0; Windows NT 5.1; UB Staff; .NET 
CLR 1.1.4322; .NET CLR 2.0.50727; MS-RTC LM 8) 

Cobrov/se: Yes 


Send 


Cobrowse 


DC 


End Sesstor 
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Oregon policy pages include a drop-down menu that will take you to any L-net partner 
library’s policy page. 

Cooperative policy pages likewise have drop-down menus listing their branches or 
partner libraries. 


O - O I'P tV ^ ® I la a- 


Qti0s1tionl^oifit! I Profil© 



Search Poltcies 


&raitm i Or*® on i; ‘rKetswsrk 


1 


Albany Public Library (OR) 



Albany Public Library (OR) + 


-L-net: Ore 

HOitie Paae URL: httD://ww'w.oreaonlibrartes.net 

Everyone who fives, works or goes to school in Oregon is welct 

Partner libraries with L-net: http://www.oreqonlibraries.net/lifai 

Be»/erton City Library (OR) 

^egon. 

Cedar Mill Community Litw-ary (OR) ^ 

Central Oregon Community College (OR-A) !»• 

CHEMEKETA COMMON COL 

CHEMEKETA COOP REG LIBR SERV (OR) 

Corvallis-Bent on County Public Library (OR) 

Deschutes Public Library System (OR) ■ 

Eastern Oregon University, Pierce Library (OR-A) 

Eugene Public Library (OR) 


Oregor> libraries on the web: httD://www.olaweb.ora/oreQon-librahes.shtm! 

Reference E-nmU Contact: £.atgb.t@niyl.t<;;gijb. .s rg 
PoBcy Page E-maa Contact: catebt@muttcotib.orq 

Databases 

Every public, academic artd school library m Oregon has access to 20+ periodical and other databases in EBSCOHost and the archives of the 
C^egontan Newspaper through NewsBank. 

Take patrons to databases through thefr local public library. K-12 students should visit databases through the OSLIS Elementary or OSLIS 
Secondary pages {see the Oregon Schools profile for more information). 

Individual public libraries and consortia may subscribe to more databases. 

Obituaries/Local History 

Please refer obituary requests and other genealogy questions to followup, and if possible, to the public library partner most local to the request. 

Library PoSdes 

Please treat the oatron as if they had walked into their home library fto the best of vow ability). 
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The Schools policy page includes a file with all of the logins and passwords for Oregon 
schools to access databases through OSLIS. 


O ' O •' ijj •_») I '%-i ^ 1 kJ 


search engine to find tfte catalog or find the patron's local public library catalog. 

Reference E-niail Coiitacti catebt@muitcoiifa.org 

Policy Page E-rnatl Contact: ca{&bt@muitcQlib.ora 

Library Card Mumber: name of school or district (all lowercase) 

Pin NUfllber: ostis (fowercase) 

Databases 

All Oregon Schools have access to EBSCOHost (inducting 20+ periodical and other databases) and NewsBank (archives of the Oregonian), Public and 
academic libraries also have access to these resources. 

Look for links to databases on the right-hand side of the OSLIS pages for elementary students and secondary students . 

Students should use the OSLIS website to access databases (see links above). In co-browse, their username will ^ 
the password win always be csHs. 




wttroftlterraehcu^ district and 


Students will often know their school’s username and password. If the student does not know their usern^e, you mav look it up in an Excel file cm the 
L-net website (librarian’s username and password for L-net site: Oregon / coast). 

Please note that school username and passwords are all lowercase. 

As a last resort only, EBSCO has provided a username and password for L-net. Do not give this password to students. Use It for co-browsing. 

Choose databases from: http://oslts.ora/1ibrarians/index.Dhp?DaQe^EBSCOUnauthenticated 
username: Inet 
password: Oregon 

As a last resort for access to NewsBank, if the student has a public library card, take them through their public library's website. 

Research Guides 

Also included on the gSil S glgm^ntgry CK-5 ) and OSLIS secondary (6-12) sites: 

• How to conduct research 

• How to cite sources (with CitahonMaker) 

• How to evaluate information 

• How to take notes 

library PoSdes 

Please remember that K-12 students may be slow typists. 

As a general strategy, help the student search for the information they are looking for. Use a reference interview, 

a Tc l+*oi> fnr a cr'Kri.rvI aeci/mmant-? 


"I 


Click on the attachment link to view the file: 


Attachment Size 
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Cobrowsing 


While working with a patron, any urls that you enter in your message box will push the 
web site to the patron’s screen. The web site will display on the left side of the patron’s 
browser. 

In the Info section of the flash monitor, you will see all the patron information that the 
patron entered upon logging in. You will also see a message “cobrowse: yes’’ or 
“cobrowse: no’’. 

Cobrowse: yes means that your connection with the patron is such that you can feel 
reasonably confident that cobrowsing will work. 

Cobrowse: no indicates that the patron’s connection will not support cobrowsing. 

Cobrowsing allows you and your patron to view a web site simultaneously. This is 
especially useful for authenticating a database or guiding a student through the steps of a 
search. 

If you choose to open cobrowsing with a patron whose connection does not support 
cobrowsing, you will be put into escort mode. You can load a page in cobrowsing and 
send it to the patron. Each time you click on a link, the new page you open will also open 
on the patron’s screen. However, if your patron clicks on links, your screen will remain 
the same. 


While you co-browse 


Click this button 

If you want to 


Pause (X)hbmws© so peton eannol see your 
actions; button appears wfien you begin to 
co-browse if patron's browser is fully 
compatible with co-browse 


Start escort to send pages to the patron 
automatical^; button appears when you 
begin to co-browse If patroif s browser is 
not fuily compatible with co-browse 


Restart oo-browse so the patron can see 
your actions 

r Pause Escbrt%i 

Pause escort so pages are not sent 
automatically to the patron 

'f Sendl 

Send the current page to the patron, ysed 
only if eo-browsefescort is paused 

Bloch User | 

Prevent the patron from changing pages 
during co-browse 

tlnbl«cii U««r | 

Lettt^ patron change pages during co^rcswse 

Bacit 1 | 

Navigate the pages already viewed 
(Use instead of browser navigation) 


Refresh the current page 
(Use Instead of browser refresh) 


End co-browse or escort 
(Does not end the dial session) 
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Responding to an IM from another librarian 

When another librarian sends you an IM message, a box pops up and an alert sounds. 


1 Click OK. 


New IM request has arrived! 



2 Click the IM link. 


The IM link shows how many IM sessions you currently have, including the one that you 
just received. 


Queues <1) 




Settings 


; Nv Active IN Sessions 

I Caro? Bcnneft! (^1107101 

I 


Library 


* Sarsta Public ubrat'r CCslifDm:a) ' 



3 Read any new IM messages in the transcript box. 


IH? Caiifot Hofinefll 


Carol Bonnofil: Instant Massage request from iibrariani Carol 
Bonnefil 1118716) to bbraran? caro^S (114498). 

Carol Hi,: I thot you «n; not busy at tbe momeilit 

i^yith a patron* May I transfer a to you? 


4 Type your response in the Message box and press the Enter key or click Send. 


Certainly. 
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Transferring calls 


You may occasionally need to transfer an active patron session to another monitoring 
librarian. 

This may happen if you get a call just as your shift is ending and you don’t have time to 
finish a call. You may also need to do this if your patron’s question can only be 
answered by a local librarian. 

Before you transfer a session to another librarian, you should: 

View the list of monitoring librarians to see who is available to receive the session 
Transfer the session after a librarian agrees to take it. If you transfer the session without 
asking first, the receiving librarian may not be able to provide prompt attention to the 
session. 

Tell the patron that you are transferring the session to another librarian and that there may 
be a slight delay while the transfer occurs and ask the patron to log in again if there are 
technical problems. 

To transfer a patron session to another librarian who is monitoring any of the same 
queues as you: 

1. Click on the transfer button. 

Click on the name of the librarian that you would like to transfer the call to. 

The IM software will open and the other librarian will receive a notice that an IM is being 
sent to her. 

Type your request to transfer the call. 

As soon as you receive a message from the other librarian saying she will accept the 
transfer, click on the transfer button. 

The patron’s call will appear in the other librarian’s Active tab. 

A note will appear in the transcript saying that the call has been transferred. 

Your screen will display the message “Chat Session Ended’’ and you may click on the 
Close button. 
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Framebusting 


Some web sites are designed in sueh a way that it is not possible to push the pages to 
patrons. 

If a framebusting URL is sent to a patron, a message asks “Are you sure you want to 
navigate away from this page?” If the patron agrees, he leaves the chat window and may 
be unable to return to the session. 

If OCLC is already aware that a web site is a ffamebuster, it will send the site as a link in 
the patron's transcript. The flash software does not try to display the URL's page in the 
patron's Viewport. If the patron clicks the link, the page opens in a separate window so 
the patron's session is not disrupted. 
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Section 2: E-mail 


L-net E-mail Service Guidelines.27 
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Which library gets the question?.31 
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Changing a Patron’s E-mail Address.36 

How to request clarification from the patron.39 

Receiving a response or thank-you from patrons.39 

What if the patron never responds?.43 
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How to let everyone know you are unavailable for e-mail questions.44 

Closing Questions.45 

In Progress.“•.45 
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L-net E-mail Service Guidelines 


• Give the patron the same quality service as you would if they had walked into your 
library. 

• Respond to the patron within 2 working days, even if you can’t fully answer the 
question. 

• If the question is unclear, ask the patron for clarification using the Request 
Clarification button. 

• Refer the question if you are unable to answer the question. You can always refer to 
“L-net” to send the question to Caleb and Emily. 

• If a question looks like homework help and you aren’t comfortable simply giving 
answers, suggest resources where they can find the answer. 

• If you get a “question” in E-mail that is obviously a pitch from a bookseller, answer 
the question with a message such as: 

L-net is a collaborative reference service of Oregon’s libraries. We try to help 
Oregon citizens with their information needs, but do not have any funding to 
purchase library materials. 
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How to answer e-mail questions in Questionpoint, for L-net 

This section describes: when you answer e-mail questions, about question lists and 
question areas, which library gets the question, what to do when your library gets a new 
question, about shared followup, how to refer the question to another library, how to 
answer the question, how to request clarification from the patron and how to let everyone 
know you are unavailable for e-mail questions. 


You answer e-mail questions when: 

•a patron asks a new question using our e-mail form 
•a patron’s chat question requires followup 

•another library refers a question to you for second-level reference 


About question lists and question 
areas 

This section is copied from the Questionpoint 
online help. 

Questionpoint organizes your library's 
questions into lists to help you manage them. 
The question lists are located in two areas. 



Area 

: 

Description of area 

To go to the area 

My 

Questions 

Your questions: All questions that are 
assigned to you 

Click a My Questions link on 
the My QuestionPoint page. 

Or, click the My 

Questions tab in the Ask 
a Librarian module. 

Questions 

Your library's questions: All questions that : 
are assigned to you or other librarians at 
your library, or are imassigned 

Click a Questions Lists link 
on the My QuestionPoint 
page. 

Or, click the Questions 
tab in the Ask a Librarian 
module. 


28 











Each question area contains the following question lists: 


Question 

list 

Statuses 

included 

Description of list 

New 

New 

? 

Questions that need action hy you or your library 

Pending 

Pending 

Questions that need action by someone outside your 
library: 



• A patron whom your library asked to clarify a 
question, or 

• A library or expert to whom your library referred a 
question for an answer 

Answered 

Answered 

a* 

Questions for which an answer has been sent to the patron. 

Closed 

Closed 

CD 

Questions that a librarian or patron has closed 

Active 

New 

Pending 

Answered 

A combined list of all the questions in the New, Pending, 
and Answered question lists 

Referred 

New 

Pending 

Answered 

A combined list of those questions in the New, Pending, 
and Answered question lists that were referred for an 
answer by your library or to your library 


(Referred 

questions 

only) 

The list includes questions referred: 

• By your library to another library in your group, to 
the Global Network, or to a subject-matter expert 

• To your library by another library in your group or 
by the Global Network 


New 

Pending 

Answered 

Questions that were referred from our live chat service, 
including New, Pending and Answered questions. 

All 

All statuses 

All questions that your library has answered and that your 
patrons have asked, regardless of status 
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Question status description 
Primary status information 


Each question has a primary status which changes as the question is acted 
upon. The status determines the question lists in which a question appears. 


An icon shows each question's primary status. The icon appears in the seeond 
column of each question list and in the Status area of each Full Question. 


Primary 

status 

1 

Description 

Question 
lists ' 

New 

■ 

A "new" question needs action by you or your 
library. 


Pending 

#■ 

A "pending" question needs action by someone ; 
outside your library. You or your library may 
want to follow up if action is not taken. 

Pending 

Active 

Referred 

Answered 

1 

An "answered" question is one for which an 
answer has been sent to the patron. You or 
your library may want to submit it to a 
knowledge base and/or close it. 

Answered 

Active 

Referred 

Closed 

C3 

A "closed" question is one that a librarian or 
patron has closed. You or your libreiry may 
want to submit it to a knowledge base. 

Closed 


Additional status information 


Some questions have additional status information shown by ieons. 


These ieons appear in the fourth column of each question list. Some also 
appear in the Status area of a Full Question. 


Additional status 

Icon 

Description ‘ 

Draft answer 


Contains a saved draft answer 

Referred out to 
expert 


Referred by your library to a subject-matter expert 
via e-mail 

Referred out to 
group 

& 

Referred by your library to a library in your group 
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Referred out to 
Global 


Referred by your library to the Global Network 

Reply in from 
expert 

m 

Reply received from subject-matter expert to whom 
your library referred a question 

Referred in by 
group 

A 

Referred to your library by a library in your group 

Referred in by 
Global 

& 

Referred to your library by the Global Network 

Submitted to local 
KB 


Submitted to local knowledge base 

Submitted to 

Global KB 

m 

Submitted to the Global Knowledge Base 


Which library gets the question? 

Patrons that fill out our regular e-mail form at www.oregonlibraries.net/email get to 
choose which library the question is sent to. If the patron chooses “Other”, the question is 
sent to L-net administrators. If they choose “Any library will do”, the question is 
automatically assigned to one of the libraries available for general questions. The library 
assigned is the one that was least recently assigned a question from this form. These 
questions will display in your library’s new folder and your unassigned folder. 

The libraries that are currently accepting these email questions are: 

Eugene Public Library 
Oregon State Library 
Salem Public Library 
Eastern Oregon University 
Multnomah County Library 
Deschutes Public Library System 
Oregon State University Libraries 
Corvallis-Benton County Public Library 
West Linn Public Library 

Questions from Oregon libraries that have filled out our second level reference form at 
www.oregonlibraries.net/escalate can choose which library to send their question to. 

Questions that are marked for followup in live chat are sent to shared followup. One of 
our partner libraries receives a notice that a question has been put into follow up and 
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needs to be answered or referred, but any L-net librarian may claim a question from the 
Shared followup folder and answer it. 

Questions that are referred to you from another library are sent to your library only, but 
the patron’s home library can continue to access it through their active list. 


What to do when your library gets a new question 

When your library gets a new question or is referred a question, your library will get an e- 
mail notification of the question. The e-mail is sent to the address your library has 
specified in your e-mail notification preferences, not the e-mail address for your login. 

If you don’t receive alerts of new questions, make sure your spam blocker is set to allow 
emails from AskALibrarian@oclc.org and ask@oregonlibraries.net. 

Someone from your library should log in and find the question in your New folder lists. 

Click on the question to see the full view and click the claim button. After you have 
claimed the question, you can; 

a. Answer the question 

b. Request clarification from the patron 

c. Refer the question to another library 

d. Close the question. Often questions which had technical problems during chat 
will appear in New folders. If there is no patron e-mail address, or if the question 
was sufficiently answered before the technical problems, you may close the question. 
If another library rejects a question to clear it from their active folder, and the 
question has been answered, you may close the question. 

About shared followup 

When a librarian refers a chat question to e-mail, OCLC sends the question to Shared 
followup. 

After you give a chat question a resolution code of “followup by patron’s library”, if the 
patron is an Oregon patron, you may refer the question to an appropriate library. Please 
see referral instructions on next page. If live chat is busy, it will be easiest to do this 
when your shift is over. 

If you select “followup by me” you are responsible for answering the question. Keep in 
mind our policy of answering questions within two working days. If you need additional 
time to answer a question, and the patron can wait, keep in touch with the patron using 
the “request clarification” function. If you are unable to find an answer to a question, 
please refer the question to another L-net library. 
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When you send a cooperative patron’s question to followup, the patron’s home library 
will be responsible for answering or referring the question to another library - your role 
is finished. 

When putting a call from a cooperative patron into followup, it’s best to select “Followup 
by Patron’s Library”. The assumption is that the patron library will have more 
knowledge of local information that can help the patron and it helps the local librarians 
establish bonds with their own patrons. This preference is stated in OCLC’s Best 
Practices (http://questionpoint.org/policies/bestpractices.pdf, section 6) 

If you would like to handle the followup yourself, you may do so, by selecting “Followup 
by me”. However, you should do so only if you feel reasonably certain that you can 
provide an answer quickly. 


How to refer the question to another library 

Click on the question to open it. 

There is a drop-down menu labeled Refer To. 

Your options for referring are: 

Shared Followup 

Moves the question into the Shared Followup folder that all L-net librarians have access 
to. A member of the Training Team checks this folder every day and refers questions to 
an appropriate library. 

E-mail Partner 


You may want to refer a question to someone outside of your reference department. You 
may use this to refer a question to another department within your library, such as 
Circulation to answer a question regarding a patron’s account. You may also use this if 
you personally know an individual who has the expertise to answer a question, but who is 
not a librarian. 

Click on the question to open it. 

Use the drop-down menu labeled Refer To. 

Select E-mail Partner. 

Enter the e-mail address of the person you would like to send the question to along with a 
note. 
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The E-mail partner that you send the question to will not have information that is in the 
question record, such as identifying patron information or the chat transcript. 

While you are waiting for a reply the question will be in your pending folder. 

When you receive a reply, the question will appear in your new folder. 

Before you can send an answer to your patron, you will need to edit and save the question 
record. The steps for this are on the next page. How to request clarification from a patron. 

After editing and saving the question record, copy the answer from your E-mail partner, 
click on the answer button, paste the answer, edit the answer if necessary, and click send 
answer. 

Keep in mind that if you use this function to send a message to a public employee, that 
public employee’s email is public record. It is a good practice to ask the person that you 
communicate with via email partner to delete any messages with patron information to 
protect our patron’s privacy. 

Subject Matter Expert 

L-net is not using the Subject Matter Experts. These are librarians out of state and we 
should have enough subject experts in Oregon to answer any reference question that we 
receive. If you get a reference question that can’t be answered by an Oregon librarian, let 
Caleb or Emily know and they will refer the question to another library in OCLC’s 
Global Network. 

One of the options in Subject Matter Expert is Quality Expert. This is used to report 
problems with how cooperative and back-up librarians handle L-net chat sessions. If you 
notice a transcript in which the patron did not receive good reference service, let Caleb or 
Emily know and they will report the problem to OCLC. 

Partner (Subscription! 

Use this to refer a question to another L-net library. Type a note about why you are 
referring the question in the “Reason for referral” box. Use the Select Partner drop-down 
menu to find a library to refer the question to. If you do not see the library you wish to 
refer the question to, refer the question to L-net - Caleb or Emily will make sure it gets to 
the appropriate place. 

Click the Refer button. The question will now be in your pending folder. When the 
referral library answers the question, it will appear in your answered folder. If any 
library moves the question to the closed folder, it will move to your closed folder. 

Patron Privacy 
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It is important that as much as possible, we answer patron’s questions within the 
QuestionPoint software, rather than by using our own library email accounts. 

This is in part because it is good for us to have a record in the software of the answer the 
patron receives. Also, the patron's home library has access to the question record and 
may want to be able to read the answer to know that their patron was well-served. 

Another danger with using a library email account is that the patron might start sending 
you other email (or spam) that you may not want to receive. 

But the main reason that it's better to use the software to communicate with patrons is 
because it provides better privacy for our patrons. 

In Oregon, email of public employees is public record. Library records are not. By 
sending patron information over a public employee's email account, the library records 
become public records. In order to protect our patrons' privacy, we try to keep our 
reference questions out of our email whenever possible. 

How to answer the question 

Click on the question from the question list screen. 

Click the Answer button 
Type in your answer. 

Note: the software will automatically insert the word “hello” to the begiiming of the 
message sent to the patron. 

Attach documents by clicking the Browse... button next to one of the attachment boxes. 
The patron will receive any attachments that you send, however, the attachments will not 
be stored in the questionpoint software. Save Draft will save any text you compose, but 
will not save attachments. 

Click Send Answer. The patron will get your answer by e-mail. The question will be 
moved to your answered list. 
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Changing a Patron’s E-mail Address 

If a patron logs in anonymously without including an e-mail address, but does provide an 
address within the transcript, it is possible to change the e-mail address in the record. 
This can also be done to correct an obvious typographical error in the patron’s e-mail 
address. 



Full Question - through Multnomah County L^ary 


iini»l ^ Quesik)r<»oint logon Muftnomah County llxary 


WyQuashfona j [ Setiaggs j Reports { Serw:« History 


[Full Question « 1 of 25 >> 1 Return to List 


Print View 


Qm^sidan' . . .. 

Patr^lnr^onymous Patron 
AssIgnearjtSrtily-Papag^ 
Wait Time: 15 


Status:^ 

Received: 13:28 2006/10/16 
Session Time: 341 


Question: [1913419] [Practice] Chat Transcript: test 
Referer: http://www.quGstionpoint.org/crs/servtet/org.ocfc.ask.PatrortChatForm 
Browrser/OS; Mozifla/4.0 (compatibie; MSTE 6.0; Windows MT S.l; LIB Staff; .NET CLR 1.1.4322) 
Cobrowse: Yes 


Patron: i [Practice] Chat Transcript: test 
X3t28 2006/10/16 

Librarian 1: Note, Patron's screen name, Emily 

13:28 2006/10/16 

Librarian 1: Librarian 'Emity at L-net’ has Joined the session. 

13t29 2006/10/16 : 

Llbrartanuir!T*lesras givel^ email address 

13:30 2006>^0/16 : 

Patron: : emilyp@muitcolib.org\ 

13t31 2006/10/16: i 

Librar^n 1:: Cobrowse session created by librarian 

I 1^ I #1 fun OttT" SC^erLXr&Jribo* I | 0L^y 


L-oestst,'. 


1:41 PM 


Emtiy Pdpagn? (116490} 


QuestlonPoInf I Ask a Librarian 


Click on the Chance Patron E-mail button: 
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A form opens 


J jtinks <^QuesiQf<Witlt?g« 3 fi ^ Mgfeipra^C«3*Vtytl?rary 

j iGiSearch • ; QOp«o(« 


My<2««***o«s S«tU«g» j R«|mjpts J Sewite 


Change Patron E-mail 


Question: [1913419] [Practice] Chat Transcript, test [Full QuesUou Vlew| 

Use this page to change the patron e-mail address for this question. This page creates a copy of the question with a new patron e-maif address and 
Question ID. Be sure that the new address is the correct one for the patron who asked the question. 


Old Patron Information: j Anonymous Patron 
New E-mall Address:: jjemil^@multcolib.org 
Re-enter New E-mali Address: fprnil[yp@muttcolib’org 


New Patron Name: 
{Opdonaf, used for new accounts) 

Old Question: 


^ Close Question 


Reason for change: 

(optional): 


patron email address was within transcript 


Enter the patron’s new email address, select close old question, and add a note. Then 
click on the button, “change patron e-mail”. 


If the original question is not closed while filling out this form, no harm done, but it will 
be necessary to move the original question to the closed folder after creating the new 
record with this form. 


After clicking on the “Change Patron E-mail” button, the next page displays the message 
“The question has been copied with a new patron e-mail address.” 

















Fuii Question - through Muitnontah County L^ary 


Emily PapagnI {116490} 


Search ' Faworttes 


Support 

Help 


QuestionPoinf I Ask a Librarian 


The question has been copied with a new patron e-mail address. 


l6Stion I Return to l.ist 


Print VIevr 


Qitestfon netaii 


Emily <emjlyp@multcolib org> 
l^jTjily Papagni (18) _ 


Status:^ 

Received: 13:28 2006/10/16 
Session Time: 341 


Walt Time; 


Question: [1913498] [Practice] Chat Transcript: test 
Referer: http: //w w w. que s tio rtpoin t. org/c rs/servlet/org .ocic. ask, Pa tronCha tForm 
Browser/OS: Mozilla/4.0 (compatible; MSIE 6.0; Windows NT 5.1; LIB Staff; .NET CLR 1.1.4322) 
Cobrowse: Yes 


Qoestfon History' 


Patron: : [Practice} Chat Transcript: test 
13:28 2006/10/16;! 

Librarian 1;- Note. Patron's screen name' Emily 

13528 2006/10/16;; 

Librarian 1: Librarian 'Emily at L^ief has joined the session. 
13:29 2006/10/16! 

Librarian 1:; Please give me your email address 

13:30 2006/10/16 i 


L-netSv 


This last corrected image is a new record and has a new question i.d. number 


The new record will be in your New folder. 
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How to request clarification from the patron 

Click on the question. 

Click the Answer button. 

Type your message to the patron. Note that if you click on the “request clarification” 
button before you have typed your message, the software will send an empty message to 
the patron. 

Click Request Clarification. The question will show up in your pending folder and you 
will be notified by e-mail when the patron sends a reply. When your patron replies the 
question will be moved to your new folder. 


Receiving a response or thank-you from patrons 

When you open your question after a patron has sent you a message, the Answer button 
will be missing. 


Putt Question - through Multnomah Cmtnty L^ary 


Favorites loois 






I^Badc ▼ ; iJ y..)s«ar?h Rapvofttes | ^ jilrisS! ^Qu(ssdBqr«>ointlogon ;^E9o#ws Login 


I:http://WWW■ goesttonpojnt org^fcns^s^^ :: Go Oos 


3j (Clsearch 


Biiir 


Enr»iy PapiaQm 1116490} 


QuestionPoifif | Ask a Librarian 

I rs«t»»gis f i 


[ H ome I Reset CSock { 


Support 

Help 


■Select Servioe- 




Activ* i liew I | RnPerred | An»wr«r«d | 


|Fu!I Question « l of 2 >> 1 Return to List 

Question Detaff 

Patron: Emily <emilyp@multcolib-org:> 
Assigned: | Emily Papagni (24) 3 O 


Status: ? 

Received: 12:01 2006/01/17 


Question: [1268608] Why is the sky btue? 

« Practice/Test?: 

Question History '' ' 

This question contains an e-mail reply sent as follow-up by a patron, subject-matter expert, or librarian. You must Edit, or Delete the reply below 
before you can process this question. 

Patron: ; Why is the sky blue? 

i2i01 2006/01/17 

Librarian 1: Ciarification: 

12S03 2006/01/17 ; Are you referring to our ovsm sky or perhaps a sky in an alternate universe? 

Patron: Our own sky. please, 

iat35 2006/01/17 i 

: —Original Message— 

i From: ask^goregonlibraries.net [mailto:ask@ofegonlibraries.n^] 
j Sent: Tuesday, January 17. 2006 12:03 PM 

ii To: PAPAGNI Emily 

Subject: Library Question - Request Clarification [Question #1268608] 
i Hello Emily 


jdl 
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Scroll down and use the Edit button. 



^ Fuil Question - through MuitnomSh County Uttrary 


httjj: //www.questlonpoint. org/crs/servtet/org^ 


:-Original Message- 

From: ask@or6gonlihrafies.net [mailto:ask@oregon}ibr3ries net] 

Sent: Tuesday, January 17, 2006 12:03 PM 
ilo: PAPAGNl Emily 

i Subject: LilHary Question - Request Clarification [Question #1268608] 


[Question]: 


Are you referring to our own sky or perhaps a sky in an alternate 
universe? 


Question History: 


Patron: Why is the sky blue? 


Librarian 1: .^e you referring to our own sky or perhaps a sky in an 
alternate universe? 


To check the status or the history of your library question{s), go to: 
http://questionpoint. org/crs/servtet/org. ocic. ask. Patronnirect?&language 
=1&email=emilyp@multcolib. or§&qid=1268608 
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A new box will open that gives you the option of deleting the history of the question. 


Delete the history of the question record, but be careful to not delete the patron’s most 
recent reply. 





Enuiy Papa^ni {116490} 


[ H orrMS { <3ock { Exit j 


LWcs ,|^<3ues8onPoJntlogon login 

! Search 


QuestionFoiilf I Ask a Librarian 


Hy ia>»<e»tkww | | Chat | Set««g» | Rejrorts | Service Htatary 


Edit Patron E’-mail Response 


►lease edit to delete iinnecessary headers and repeated text(optiona{). 


Question: Why Is the sky blue? 

Last ypiiated: Assigned to: Emily Papagni At l.-net: Oregon tihraries Network 


Our own sky, please. 


.Ohginal Message. 

From: ask@oregonlibranes.net 
[mailto: ask@ oregonlib raries .net] 

Sent: Tuesday, January 17, 2006 12:03 PM 
To: PAPAGNI Emily 

Subject: Library Question - Request Clarification [Question 
#■1268608] 


Hello Emily 


[Question]; 


Are you referring to our own sky or perhaps a sky in an 
alternate 
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p2| Edit Patron E-mati Response - throng ^fu}tnont8i»Cn«(ntv iibrary 


Qwestion H>*orvr 


http: //WWW. questlonpoint. of g/CTs/servlet>'org^ 


Matron t'-mail 


^(ease edit to delete unnecessary headers and repeated text(optio:nal). 


Question; Why is the sky blue? 

Last Updated; Assigned to; Emily Papagni At L-net: Oregon Libraries Network 


Our own sky, please. 


Patron: ; Why is the sky blue? 

ISjOI 2006/01/17? 

Librarian l::iClarirication; 

15:03 2006/01/17 Are you refemng to our owi sky or perhaps a sky in an alternate universe? 


After you are done editing, click Save. 




















Your answer button reappears and you can click on it to write and send an answer to 
your patron. 



Stion I Return to List 




QuestCofi^etali 

Patron: Emily <emilyp@multcolib.org> 

Assigned: | Emily Papagni (24j 3 O 

Question: [1268608] Why is the sky blue? 
Practice/Test?: 

Question History 

Patron: ; Why is the sky blue? 

12»01 2006 / 01/175 


j- Refer To - 


"3© 


Print VleW ji 


Status: ? 

Received: 12:01 2006/01/17 




Librarian 1:5 Clarification: 

12:03 2006/01/17 Are you referring to our ovtffi sky or perhaps a sky in ar» alternate universe? 
Patron: ; Our own sky, please. 

12:35 2006/01/17 5 


fZTVii ^ 










? «■ 
E'*' 


If your patron sends you a thank you message after receiving an answer, the thank you 
message reopens the question and you will also need to go through these steps to edit the 
patron’s message, save it, and then close the question. 


What if the patron never responds? 

If you have not heard back from the patron in one week, you can close the question. 
Open the question and click on the Answer button. 

Include any research you have already done on the question and also write: 

Hello, 
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We have not received a reply re: your question to L-net since_and are closing 

this question. To protect your privacy, your personal information will be removed 
from our database. 

If you would like to submit your question again, please visit us at 
www.oregonlibraries.net. 

You — L-net Staff 

Click Send Answer. 

If it seems unnecessary to send a final message to the patron, you may simply move the 
question to your closed folder. 


Send Message Button 

The button "Send Message" is available after clicking on the “answer” button in the e- 
mail software. It's the button to the immediate right of "Request Clarification". 

OCLC added this button with the intent that it would be an easy way to drop the patron a 
note. An example of how you might use this is if you're working on a difficult reference 
question, can't send an answer within our normal two working days turnaround time, but 
want to let the patron know that you haven't forgotten him and an answer will be coming 
shortly. 

Please don’t use the “Send Message button”! If you use this button to send a message 
to a patron and the patron replies, you won't receive the patron's reply. Of course, we 
want to receive any messages that our patrons send us, so we're cautioning everyone to 
not use this button. 

You can still drop a note to a patron by using the "Request Clarification" button. It's 
always a good idea to keep in close touch with the patron, especially if there are delays in 
sending an answer. Just keep in mind that when you use Request Clarification the 
question record will be moved to your pending folder. You can open the question from 
yoxu" pending folder and send an answer when you're ready. 


How to let everyone know you are unavailable for e-mail questions 

If no one at your library is available to take e-mail questions, do two things. First, tell 
Caleb so that you will no longer get questions from the L-net e-mail form. Second, 
deactivate your profile. This will keep other libraries from referring questions to you. 

1. log in with the administrative account for your library 


44 



2. in the lower left, elick profile. 

3. click the Deactivate Profile button. 

When your library is available for new questions again, reverse this process by telling 
Caleb that you are available for general or 2"‘*-level reference questions again and 
activating your profile. 

1. log in with the administrative account for your library 

2. in the lower left, click profile. 

3. click the Activate Profile button. Caleb will log in and “accept” your profile 
before new questions can be referred to your library. 


Closing Questions 

Please only move questions to your Closed Folder if the patrons are from your own 
library. 

Libraries both within Oregon and the Cooperative may want to review transcripts from 
their own patrons. Transcripts that have been moved to the Closed Folder may be 
overlooked. 

After the patron’s home library reviews the transcripts, they move them to their closed 
folder, which will also move the transcripts to your Closed Folder. 

If the patron’s home library does not move questions to their Closed Folder, the questions 
will be deleted, after one week (Oregon patrons) or 90 days (cooperative patrons). 

If you would like to clear completed questions from your active folder, you may do so by 
clicking on the “Reject” link in a question record. This will send an email alert to the 
patron’s home library and will move the question into the home library’s New folder. 

In Progress 

It is not possible for you to view an active chat session from your question lists folders. 

The [In Progress] label in front of a chat transcript in a question list indicates that the 
chat session is in progress. You cannot access the Full Question containing the transcript. 
The list entry is not hot linked and it has no check box. 


You may view a live session by logging in to flash chat and clicking on the All tab. 
Patrons who have logged into the service through your queue will display. 
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L-net Core Competencies for Digital Reference 


The following critical skills, abilities and aptitudes for staff providing virtual reference 
were adapted by the L-net Training Team from the Washington Statewide VRS Training 
Committee’s Core Competencies for Virtual Reference, 
http://vrstrain.spl.org/textdocs/vrscompetencies.pdf. 

1. Ability to derive professional satisfaction from virtual reference transactions. 

2. Keyboarding proficiency. 

3. Ability to use all necessary software. Example for L-net: 

• logging in and using OCLC's Questionpoint software 

• logging in and using AOL Instant Messenger 

• knowing how to find help for the above 

4. Ability to effectively conduct a collaborative browsing session with a patron. 

5. Multi-tasking and managing multiple windows. 

6. Ability to conduct an effective reference transaction in online environments, including 
the creation and use of pre-scripted messages. 

7. Online communication skills and etiquette, for chat, e-mail, and other online 
communication. 

8. Excellent online searching skills. 

9. Ability to effectively search, and demonstrate searching of library databases. 
Knowledge of licensing guidelines connected with use of library databases. Ability to 
lead the patron to home library databases. Understanding of L-net's guidelines for 
working with licensed resources. 

10. Ability to assist online users in applying critical thinking skills in locating, using, and 
evaluating information. 

11. Technical troubleshooting skills and ability to explain technical problems to facilitate 
diagnosis and solution. 

12. Ability to apply reference transaction policies in an online environment. 

13. Evaluation of online reference transactions, and identification of improvement 
strategies. 

14. Commitment to continuous learning and motivation to improve skills in all areas of 
reference services. 

15. Awareness of privacy issues and the L-net Privacy Policy. 
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Scripted Messages 


To send a script message, click on the message. The message will appear in the preview 
pane. 

If you decide that you don’t want to use that script, you can choose and preview another 
because you haven’t sent the script just by clicking on it within the script tab. 

Click on the » button to move the scripted message to your chat box. 

Then press the “Send” button in the software or the Enter key on your keyboard to send 
the message to your patron. 

The following chart summarizes the automatic scripted messages available to you in 
your L-net console. Use these scripts to save time and muscle power or as a guide to 
choosing your own words. 

Send ideas for new scripted messages for everyone to Emily or Caleb. 


Name 


Text 


01 - Hello 
Cooperative 


Your library and my library are part of a nationwide group 
that provide backup for each other's service. I'm reading 
over your question and will be with you in just a moment. 


02 - Hello 
- Welcome 


Welcome to L-net, a live information service of Oregon's 
libraries. I'm looking at your question now. _ ■ 


Busy 

- Class visit 


It looks like several people from your class have similar 
questions. We are sorry, but we can't help you all at once. 
You may continue to wait, or try us again later. 
http://www.oregonlibraries.net/classvisits _ 


Busy 

- Busy time 


We are experiencing a very busy time right now. You may 
continue to wait, or if you prefer we can get back to you by 
email. Or you may wish to try back in a few minutes. 
Thanks for your patience. _ 


Goodbye 


Goodbye. Thanks for visiting L-net. Feel free to contact us 
again, if you have further questions. _ 


Goodbye 

Continue on your own 


Do you have enough information to continue on your own? 


Goodbye 
- Keep Looking 


Goodbye 
- Send to followup 


If that's everything, then I'll say good-bye now. You can 
keep looking at the resources I showed you after I leave, 

though. _ 

I think this is something that I'll need more time to answer. 
Would you like to use our email service? I can send your 
question there at the end of our session, if you like. You 
should have an answer within a day or two. _ 
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Ref Int 

- Books or articles or 
online 


Are you looking for books, articles, or online information? 



We can guide you in your search and make referrals to 
other sources of information. I can show you some 
resources to help you find, or think about, the answers to 
your assignment. 


Ref Int 

Homework 


RefInt 

How much information 
needed 


How much information do you need? 


Can you tell me more about how you will be using this 
information? It may help me find what you are looking for. 


Ref Int 

How will you use it 


What's the latest date that you can use this information? 


RefInt 

Make sense? 


Does that make sense? 


I am not at your library, but I think I can help. Which 
library do you usually use? 


RefInt 

Specific or general 


Do you need specific information or general information? 


Can you tell me a little more about what you're looking 
for? 


RefInt 

Tell Me More 


Is this for a term paper? If so, what course is this for, so I 
don't give you something that is too technical or too easy? 


Ref Int 

Term paper 


Can you tell me what sources you've already looked at, so I 
don't duplicate your search? 


Ref Int 

What sources looked at 


RefInt 

Where found out 


Where did you find out about this information? 


Have you done any searching on your own? Where have 
you looked so far? 


RefInt 

Where have you looked 


Gracias por contactamos. No hablo espanol, pero si Ud 
nos provee una direccion de correo electronico, otro 
bibliotecario/a le contestara en espanol de esa manera. 


Spanish 

request for patron email 
for follow up 


If you like, I can send this session to a law librarian, who 
will get back to you over e-mail in a few days. 


Warnings 

Law librarian followui 


Warnings 

- Legal disclaimer 

I cannot give you legal advice, including selecting or 
interpreting legal materials, but I can make suggestions 
about research tools to use. 

Warnings 

- Obscene disconnect 

Your language is inappropriate for this situation. Goodbye. 

Warnings 

If you have a question, please rephrase it with more 

- Obscene warning 

appropriate language. 
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Adding your own scripted messages and bookmarked web pages 

You can add scripted messages and bookmarked web pages for your own personal use. 

1. Log into your QuestionPoint account and use the drop-down menu on the upper right 
to select Ask. 

2. Click on the Settings tab. 

3. In the blue toolbar you can select; 

My Scripts - Scripts only viewable by you. 

My URL Scripts - Use to save web sites, viewable by you when logged into your 
account. 

Institution's Scripts - Scripts viewable by all the librarians at your library. 

Institution's URL Scripts - Use to save web sites, viewable by all the librarians at 
your library. 

Shared Scripts - You can view all the scripts shared by all the L-net librarians. 

Shared URL Scripts - You can view all the web sites shared by all the L-net 
librarians. 

4. After giving a script or URL a name and entering the text or url, click on the Add 
button to save your changes. 

Your personal scripts will display only to you in the scripts section of the chat monitor 
called My Library. 

Any institution scripts that you create are viewable for all the librarians at your library in 
My Library. 

When working with an Oregon patron, you will always have access to all of our shared 
L-net scripts, your institution scripts and your own personal scripts (combined in My 
Library). The shared Oregon scripts will also display in Patron Library. 

When you're working with a cooperative patron, you'll see all of the patron's library's 
scripts listed under Patron Library. In My Library you'll have access to our shared L-net 
scripts, your institution scripts and your own personal scripts (combined in My Library). 


50 




Using AOL Instant Messenger 

L-net uses AOL Instant Messenger so that staff can send communicate with each other 
while we are answering questions on L-net. 

If you already have the software installed and are using it, or if you are using an IM 
aggregator like Trillian, Pidgin or Meebo, you can skip down to the preferences section. 
If you are new to instant messenging, please read the whole guide. 

I am not a teenager! 

Instant messaging and chat software is the basis for live digital reference. We are able 
to offer L-net as a service to our patrons because they are often already familiar with 
instant messaging technology. Oftentimes, it is we the librarians who find this 
technology strange and new. As one librarian put it, “I am not a teenager!” 

The Pew Internet & American Life Project (http://www.pewintemet.org) keeps track of 
internet trends in the United States. They have found that 39% of internet users have 
used some kind of Instant Messaging software (Feb 2004, 

http://www.pewintemet.org/trends/Intemet_Activities_4.23.04.htm). The numbers are 
even higher for internet users aged 18-29 (57%) (Feb 2004, 

http://www.pewintemet.org/trends/UsageOverTime.xls), and a 2002 report found that 
75% of college students have sent instant messages (Sep 2002, 
http://www.pewintemet.Org/PPF/r/71/report_display.asp). 

This guide is written with the intent that you will become familiar enough with Instant 
Messaging to use it as L-net staff. Also, I hope it can help narrow that gap between 
ourselves and those teenagers. 

What is Instant Messaging? 

Instant Messaging (or IM) is a service that lets you send simple messages directly to 
another person who is online at the same time. 

IM is similar to a chat room in format, except that there are normally only two 
participants where a chat room may have many. Instant messaging is a hybrid of 
written words and speech, but since it is only read and not heard. IM users will often 
alter written text to express emphasis, emotion or nuance in their written words. 

The literature of business and technology has begun to recognize that instant 
messaging is a great tool for workplace communication, both for inter-office 
communication and for customer service. 


Oregon State University, the University of Oregon, McMinville Public Library and 
many other libraries are offering IM reference. To learn more, read Bill Drew’s case 




study of the SUNY Morrisville College Library’s service in the book Chat Reference: 
a guide to live virtual reference services by Jana Ronan (Libraries Unlimited, 2003). 

L-net published a report on it in August, 2006. See 
http://www.oregonlibraries.net/staff/instantmessaging. 

Why did L-net choose AOL Instant Messenger? 

AOL Instant Messenger (AIM) is a popular IM program. AIM was chosen because it 
was multi-platform, easy to install and easy to use. 

Other popular services are Yahoo! Messenger, MSN Messenger and Internet Relay 
Chat. 

Get an AIM account and download the software 

If you don’t have AIM software on your computer already, you can get an account and 
download the software at the same time. Click the download link from the main AIM 
page (www.aim.com/), follow the instructions for new users, and you will be on your 
way. 

Pick a screen name that reflects who you are and your library. For example, I chose 
calebMCL because my name is Caleb and I work at the Multnomah County Library. 

After you have chosen your screen name, tell me what it is so that I can add it to the 
master buddy list. 

If you like, your library may have a single account that everyone uses, so long as only 
one staff member is going to be on any given time. 

You don't necessarily need to use the AOL Instant Messenger software to use the AIM 
service. 

Trillian (www.trillian.com) and Pidgin (formerly Gaim, (www.pidgin.im) are IM 
aggregators that let you monitor your AIM, Yahoo! and MSN Messenger accounts all 
at the same time. Meebo (www.meebo.com) is an online service that does the same 
thing, only you don't download software, you connect to the service in your web 
browser. 

Being nice to IT: firewalls, security and privacy 

Most library systems and IT departments prefer to know what you are downloading on 
your computer. You may need their help anyway to get the software installed, so it is a 
good idea to be nice and tell them what you are doing. 
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Firewalls. AIM uses TCP/IP port 5190 to send messages. If your library is behind a 
firewall that blocks this port, ask someone to open it up so that you can use AIM from 
your library staff computers. 

Security. Hackers look for security flaws in AIM the same way they do in Microsoft 
products (though not as much). AOL has a good track record for responding to such 
attacks and frequently updates their software pro-actively. 

Privacy increases security. If your library systems or IT department has concerns 
about privacy and AOL instant messenger, reassure them by showing how you are 
editing your preferences to help stay secure and private. 

If you are unable to download AIM on your computer, AOL offers a web-based 
alternative, AIM Express (www.aim.com/aimexpress.adp). The downside with AIM 
express is that you must update your buddy list by hand. 

Using the software 


To send a message with AIM, open your buddy list (it will appear when you log on and 
show you who else is available) and double click on the name of the person you want 
to send your message to, type your message and click send. A window will pop up on 
the person’s computer with your message. 



Ifistant Hessa^e 


calebMCL 


Frcafi: 


KimRId 


Hi Kim, can you read my AOL he%> guide and send me 
your comments? 


You do not need to keep your buddy list open. You can close it like any other window 
without logging out. To see it again, click the AIM icon on your Windows taskbar. 


Vide 

!_■ 

L 

T 


Send 



__ 1 














AIM Express users may need to minimize their buddy list to keep from getting logged 
off. 

Edit your preferences 

This section pertains specifically to AOL Instant messenger 6.0. If you are using Trillian, 
Pidgin, Meebo or other software, you may have to fiddle around to find all of the settings. 

One of the first things you want to do is edit your preferences. You can find it from the 
Edit menu, under Settings, or press F7 when you are using AIM. 

For L-net, we recommend you make the following changes: 

Privacy. Tell AIM to only accept messages from people on your buddy list - this will 
prevent any unsolicited messages. 

Under IM/Chat, also tell AIM to prompt ask you what to do if someone not on your 
Buddy List tries to contact you. This person may be a librarian with a new account. 

The important thing to remember is that you can control who sends messages to you 
and who does not. 

Security tip. Think of AIM as a kind of e-mail. Advanced users can send you 
attachments, music and pictures. Just like with e-mail, don't open anything that looks 
suspicious, comes unsolicited or is from someone you don’t know. 

Sign In/Sign Out. Set "When I sign in, display the following:" to none. 

Sounds. AIM loves to play sounds, but your co-workers do not love to hear them. 

Under IM & Chat Sounds, click the buttons for "Do not play any sounds" for sending 
and receiving IMs. Scroll down to find the buttons to disable Buddy List Sounds and 
Talk Sounds. 

Be sure to explore the other preferences and personalize your AIM experience. 

Load our buddy list 

You can view which librarians are online at the L-net online buddy list, 
http://www.oregonlibraries.net/staffronline_buddy_list. 

You can download the current version of our L-net buddy list 
(http://www.oregonlibraries.net/staff/buddies.blt), and you can also ask the service 
coordinator to send it to you. 

Loading and saving buddy lists can be done with an AIM plugin called AIM Gadgets 
(http://www.aim.com/windows/license.adp?download=gadgets). The package comes 
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with a bunch of plug-ins, but you can choose to disable all but the Buddy List 
load/save one. 

The load/save options come up in the lower-right hand comer of your buddy list after you 
install the plug-in. 

If you can't use the plug-in, or if you are using Trillian, Pidgin, Meebo or AIM Express, 
you may have to load Buddies by hand. You can open the buddy list with NotePad or 
Microsoft Word to see everyone's name. 

To add and delete by hand, click the icon on your buddy list and then Add 
Buddy. You may wish to keep your personal contacts separate from your L-net 
contacts. 

Watch the staff information blog or subscribe to the RSS feed (see 
http://ffl.bluehighways.eom/frlarchives/000123.html for more information about RSS) 
to find out when a new buddy list is posted. 

Say hello! 

When you log on to your L-net shift, you can use AIM to say hello to the librarian 
already logged on so that they know it is okay to log off. 

If your screen name is ambiguous about your identity, be sure to include your name in 
your messages to other librarians. 

Other librarians may also have questions they would like to transfer to you, or perhaps 
they would just like to tell you about the great questions they have had. 

Advanced issues 

Abbreviations. You may notice that IM and chat users use many abbreviations - get 
to know some of the common ones (http://www.copd-intemational.com/library/chat- 
emoticons.htm), but keep in mind there are many more. You may not ever want to use 
them, but if a patron uses one with you, you’ll want to know what it means. 

Away messages. AIM lets you set up automatic replies to let people know you are out 
to lunch or in a meeting. You’ll still get instant messages, but the person sending them 
won’t be upset that you didn’t reply. Using away messages is easier than remembering 
to log out for lunch and then logging back in when you return. 

To get started, click the Away icon on your buddy list. 
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Chat abbreviations 

Abbreviations - Used to save time when typing but can seem like a different language 
when new to chat! Here are some of the most popular. 

ASL = Age/sex/location 

BF = Boyfriend 

BBL = Be back later 

BBS = Be back soon 

BFN = Bye for now 

BRB = Be right back 

BTW = By the way 

FYI = For your information 

GF = Girlfriend 

GTG = Got to go 

IMHO = In my humble opinion 

IMO = In my opinion 

J/K = Just kidding 

K = Okay 

LOL = Laughing out loud 

NP = No problem 

OMG = Oh my God 

ROFL = Rolling on the floor laughing 

TX or THX = Thanks 

WB = Welcome back 

WTG = Way to go 

YW = You are welcome 

Emoticons - Turn your head to the side and with a little imagination, 'emoticons' show 
basic pictures showing a face of emotion. 

: ) or :-) = smile 
;-) = wink 
:-/ = confused 
:-D = big smile 
:-( = sad 
;-( = crying 

:-0 = surprised or shocked 
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Knowledge Base 


QuestionPoint contains a BLnowledge Base of questions and answers. All questions have 
been vetted by librarians at OCLC and the Library of Congress. 

Information that might identify a patron has been stripped from the records. Answers in 
the Knowledge Base that were composed for one patron are available for reuse to respond 
to other patrons. 

The Knowledge Base is available under Quick Links on My QuestionPoint. 

If you ever find an error in an answer in the Knowledge Base, please report it to Emily or 
Caleb so that it can be corrected by OCLC. 


Ready Reference Links 

L-net has a homework resources portal. Both patrons and L-net librarians can use this 
page to find good websites for all sorts of subjects such as science, history, math and 
many others. You can find this page at 

http;//www.oregonlibraries.net/homework 

or just use the link directly from the main L-net page at http://www.oregonlibraries.net/. 
OCLC Back Up librarians also maintain links to ready reference resources at 
http://247ref.pbwiki.com/ 
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Crisis Calls 


Although they happen rarely, we occasionally receive crisis calls on L-net. These may 
be suicide calls or calls that indicate some sort of abuse or threat to personal safety 
involved. 

Examples 

"I am going to kill myself 
"My boyfriend punches me" 

"There is a bomb in a locker" 

"My father was touching me" 

Some of these calls may be pranks, but we should always assume that the call is real 
and take the situation seriously. The following guidelines are intended to help 
prepare librarians for the possibility of a crisis call and provide appropriate steps to 
take in the event of a crisis call. 

• Always report the call. Contact Caleb, calebt@multcolib.org (503) 988-5438, or 
Emily, emilyp@multcolib.org, (503) 988-5433. Tell us the Question ID, if possible, 
and if not about what time it happened and who was online. If the call originated in a 
school or library, we will pass information on to them so that they can follow up. 

• Do a reference interview. It’s possible that the call is coming from a student doing 
research. One or two clarifying questions will determine if the call is personal in 
nature or not. 

• If the question is personal, refer the patron to an appropriate hotline. As librarians, 
we don’t have the necessary training to assist a patron in crisis, but we can find 
resources that will help. Links for hotline resources are listed below. 

• Strike a balance between professional behavior and supportive behavior. If the 
patron is in trouble, we want to be friendly, supportive, and approachable, as with all 
of our patrons. However, remain professional and give resources rather than advice. 

Crisis resources 

National hotlines 
1-800-SUICIDE 
1-800-784-2433 

1-800-273-TALK 
1-800-273-8255 
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Youth Crisis Hotline 
1-800-448-4663 

Suicide hotlines - includes links for local hotlines in the U.S. 
http://suicidehotlines.com 

Another listing of hotlines in the U.S. 
http://depression.about.eom/cs/suicidecrisis/l/blus.htm 

Teen Hotlines 

http://www.ehealth4teens.org/info/hotlines.php 
Go Ask Alice 

http://www.goaskalice.columbia.edu 

A search of the word hotline brings up many subject specific hotlines (emergency 
contraception, self-mutilation, substance abuse, gay and lesbian are a few). The site is 
geared towards a college-age audience. 

TeensHealth 

http://kidshealth.org/teen/your_mind 

Not a hotline, but many resources for teens on emotional health. 

Childhelp National Child Abuse Hotline 
1-800-4-A-CHILD 

http ://www. childhelpusa.org/ get_help 

National Domestic Violence Hotline 
1-800-799-SAFE (7233) 
http://www.ndvh.org 

Prank call guidelines 


Prank calls represent a very small percentage of the 
calls that we receive on L-net. The majority of the kids 
and teens who use the service are responsive and eager 
to learn from us. These guidelines are intended for 
working with those patrons who may test our 
boundaries and exhibit inappropriate behavior. 

• Give the patron a second chance. If the question is a prank, a simple warning can 
often lead the patron to ask a real question, receive an answer, and results in a patron 
who feels good about the library. Librarians may want to use the script “If you have 
a question, please rephrase it with more appropriate language.” 

• If it is unclear if a question is real or a prank, doing a reference interview may help. 


Is the library a place 
where teens can safely, 
accurately and 
anonymously learn 
about sex? 
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• If it is still unclear, try sending the patron an informative web site. Suggested 
resources are listed below. 

• If the patron persists in using inappropriate language, disconnect. Librarians may 
want to use the script “Your language is inappropriate for this situation. Goodbye.” 

Teen Resources 

Multnomah County Library’s Health, Sex and Your Body 
http://www.multcolib. 0 rg/teens/healthsex.html#birth 

Internet Public Library's teen space 
http://www.ipl. 0 rg/div/teen/browse/heOOOO 

Go Ask Alice 

http ://www. goaskalice. Columbia, edu 
iwannaknow 

http://www.iwannaknow.org 
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L-net Service Philosophy 

Consider this the short version. See the following pages for our full service guidelines. 

1. Oregon citizens, students and workers are my patrons. 

2. It is always better to conduct a reference interview. 

3.1 serve patrons with high quality resources. 

4. If I don’t have the answer, another librarian will. 

5.1 respond to the patron as soon as I can. 

6. The words I write connote a friendly and helpful tone. 
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Guidelines for Oregon Statewide Digital Reference Service 
Background 

These guidelines were developed and adopted in August and September of 2003. 
Further guidelines have been authored by ALA’s RUSA 

(http://www.ala.org/ala/rusa/rusaourassoc/rusasections/mars/marssection/marscomm/dr 
aftvirtual.htm), IFLA (http://www.ifla.org/VII/s36/pubs/drg03.htm), and the Library of 
Congress (http://www.loc.gov/rr/digiref/QP_best_practices.pdf). 

These guidelines pertain mostly to live chat (synchronous) service, but should also be 
applied to email (asynchronous) service when possible. 

Contributors to these guidelines were Michael Bowman (Portland State University), 
Barbara Jenkins (University of Oregon), Deborah Kaufman (Eugene Public Library) 
and Ann Zeidman-Karpinski (University of Oregon). 

Initial Call Interaction 

Calls should be answered as quickly as possible. 

Librarians should send a welcome message immediately to the patron. 

Librarians should quickly review the patron's question and location. 

If the patron's question indicates that they believe they have contacted a local library, 
briefly explain that the service is staffed by librarians from all over Oregon. 

Reference Interview 

Librarians should engage in a brief reference interview if the question is not clear. 

Librarians should use interpersonal communication practices that promote effective 
provision of reference service (See RUSA Guidelines for Behavioral Performance of 
Reference and Information Services, 

http://www.ala.org/ala/rusa/rusaprotools/referenceguide/guidelinesbehavioral.htm). 

General Interaction 

The librarian should frequently let the user know what she is doing. If the search takes 
time, keep the patron informed. 

Answers for most quick factual information should be provided in approximately 15 
minutes at the time of service. 
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Librarians should chat in a friendly and professional manner designed to make the 
patron feel at ease. 

Librarians should strive for a hybrid combination of instruction and "giving answers". 

Librarian should encourage the development of the patron's information seeking 
behavior by providing some instructional guidance. 

Librarians should use chat communication techniques to keep the patron engaged. 

Information should be sent in small pieces, not large paragraphs. 

Librarians should be familiar with and use the bookmarked sites and pre-written scripts 
available to them whenever possible to facilitate an efficient transaction. 

Appropriate use of spelling and grammar is expected while striking a balance between 
speed and professionalism. 

Searching and Resources 

Librarian should explain what they are planning to do before they execute a search or 
visit a link. 

Responses should include an explanation of the librarian's search process or strategy 
for finding the information. 

Librarian should conduct searches in a separate browser window in order to limit 
patron confusion. 

Librarians should seek to answer questions with quality Web sources. 

Librarian should use the patron's "home" library to answer library-specific questions or 
to acquaint the patron with local resources. 

Resources quoted or used should be fully cited, unless the authority for the source is 
included in the resource. For example, if you copy text from a book or website and 
send it to the patron, the source should be cited. If you send the patron the website and 
explain the relevant text, the source does not need to be cited. 

Legal, medical, and statistical information should not be interpreted. Librarians should 
indicate that they are unable to provide an interpretation. 

Referrals 

Questions about local library services that are unable to be answered using the library's 
web site should be referred to that library using the followup system. 
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Questions requiring specialized knowledge or resources that are not available to the 
librarian should be referred to a specialist using the followup system. 

Complications and Problems 

Librarians should keep the user informed about any technical problems. 

During busy service times, librarians should indicate that there may be a delay in 
response and offer to respond to the question later. 

During busy service times, librarians should seek help from other librarians in Oregon 
through instant messaging software. 

Librarians should expect appropriate behavior from the patron and respond with the 
pre-written script provided for dealing with inappropriate behavior. The Librarian 
should then disconnect if the patron's behavior continues not to meet appropriate 
standards. 
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Best Practices for 24/7 Reference Cooperative Sessions 


1. Picking up Patron 

• Patrons should be picked up as quickly as possible. 


2. Greet the Patron 

• Send a personal greeting, identifying yourself and indicating your willingness to 
help. Identify the name of the library or group you are affiliated with, in order to set 
expectations with the patron. 

Examples: 

"Hello, my name is Mark, and I'm a reference librarian at xxx University. Your 
library and my library are part of a nationwide cooperative that staffs this chat 
service. I'm looking at your question right now." 

OR 

"Hi! Your call has been picked up by a librarian at the xxx service in [name of 
state]. Your library and my library are part of a nationwide group that provide 
backup for each other's service. I'm reading over your question and will be with 
you in just a moment." 


3. Reference Interview/Resource Selection 

• Conduct an adequate reference interview to understand the question and the 
patron's information need. Be sure to clarify patron’s question before beginning the 
search. 

• Choose resources at the appropriate level for the patron's research. In general, 
databases are preferable to Google or other general web sources when assisting 
students with research projects. 

• Use the library policy page to find information using home library’s resources 
(including OPAC, databases, and guides). 

• Evaluate resources for authority, objectivity, and currency; share with patron. 

• Answer questions accurately. 

4. Provide professional level search assistance 

• Provide context and instruction to the patron, rather than just sharing resources or 
merely sending web pages. Provide enough guidance so that patron can recreate the 
search if needed (include the name of links, which one patron should click on, as 
well as the “click path”). Merely providing links to resources often will not suffice - 
some URLs are dynamic, such as library catalog search results, and the links that 
appear in session transcripts may become dead links. 
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• Recommend appropriate search terms and subject headings, in the context of a 
recommended search statement using Boolean operators. Provide examples of query 
constructions using basic and advanced Boolean operators. 

NOT: 

Patron: Need help finding books on the history of black businessmen in New 
York City. 

Librarian: You should search the catalog with keywords like black, 
businesspeople, entrepreneurs. New York, African Americans, history 

RECOMMENDED: 

Patron: Need help finding books on the history of black businessmen in New 
York City. 

Librarian: You should search the catalog by typing in things like this (exactly as I 
have them)... 

Librarian: Afi'ican Americans and business* and new york 

Librarian: or using that last one, replace business* with the word entrepreneur* 

• Help patron evaluate the sources for relevancy to topic 

• Ask for feedback on resources sent 


5. Interpersonal skills 

• Create a welcoming atmosphere 

• Chat frequently, so patron doesn't have long lags without chat from librarian (no more 
than 3 minutes should elapse without the librarian sending a message to each patron 
who is in session, even if it is a simple “I’m still working on your question”, or even 
“Still searching...” ) 

• Show interest in the patron's question through chat tone and choice of words 

• Use positive phrasing ("We can..." instead of "We don't/can't/won't...") 

•Use scripts appropriately, as needed 

• Paste small excerpts of information; avoid pasting long blocks of text in the chat. 

• If patron has trouble viewing a web page that you send in chat, try escorting the patron 
to that page 

• Send chats to correct patrons when serving multiple patrons. 


6. Concluding the session 

• Before closing, ask the patron if their question has been answered (“Does this 
completely answer your question?”) or if they need additional information. 

• If the request cannot be adequately answered during the session, code the session for 
Follow Up (see Resolution Codes, below) 

• Before coding for follow up, verify the patron’s email address and deadline. It may take 
several days for the patron to get an answer back from the library. 
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• If the patron indicates that they need no additional information, send the appropriate 
Goodbye script provided by the patron’s library. If no Goodbye script is available, thank 
them for using the service and encourage them to return if they have more questions. 

Resolution Codes: It is important to use a resolution code to end the session. If no 
resolution code is selected, then the session is assigned the default code of Answered. 

Use the codes as follows: 

o Answered: no additional information is needed by patron. 

o Follow Up by Patron Library. In most cases, use this code anytime Follow Up is 
needed. "Followup by Patron's Library" doesn't necessarily mean what it reads as. It 
actually means "Followup by someone else who's not me." 

o Follow Up by Me: Only use this code if you (the chatting librarian) have information at 
hand which will thoroughly answer the question. When you use this code, you are 
responsible for the follow up. Be sure and either send the follow up through 
QuestionPoint, or add a note that follow up has been done. 

o Lost Call: If the patron never responds and does not have an email address. Do not use 
Lost Call if the patron left an email address; instead, use Follow Up by Patron Library, 
o Practice: Librarians practicing using the software; no need for followup. 

Move the Question, Not the Patron 

We sometimes receive questions on L-net that are not really reference questions. 
Circulation questions are pretty common. It’s imderstandable how and why this happens. 
A patron sees a link on his library’s web site to “contact us’’ and he doesn’t know how to 
(nor should he need to) differentiate between different kinds of questions and where to 
direct them. 

We sometimes see sessions in which a librarian picks up the call from a patron who is not 
from her library. During the session, the librarian is unable to help the patron, and states: 
“you’ll need to contact your library,’’ then ends the session. In other words, the librarian 
is moving the patron (forcing the patron to figure out another way to access services and 
repeat his query) rather than the question. 

Remember, the patron has contacted his library by his preferred method: through the 
library’s (or statewide service) web page. This patron made a conscious choice to ask his 
question via live chat. When you staff L-net, you are filling in for the patron’s local 
library. By telling the patron to “contact your library,’’ this sends a confusing message to 
the patron, and may discourage them from using the service. 

Try these approaches to move the question, not the patron: 

“I am not able to find anything at the moment. Would it be ok for us to do further 
looking and contact you by email?” (be sure and verify the patron’s email, then code the 
question as “Follow Up by Patron Library”) 

Or 
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“The circulation department can best answer that question. I can alert them to contact 
you by email, or I can give you their phone number and you can call them directly. 

Which would you prefer?” (if patron wants you to alert the circ department, verify his 
email address and code the question as Follow Up by Patron Library) 

In these examples, the librarian helps the patron receive additional information (coding as 
Follow Up by Patron Library) instead of needlessly recommending that the patron contact 
his library again and repeat the question. Remember, the patron has already taken the 
initial step of contacting his own library through L-net. If needed, the cooperative 
librarian should route the question back to the patron’s local librarians through the use of 
the Follow Up by Patron Library resolution code. 

One of the benefits of virtual reference is to provide a more convenient way for patrons to 
access library reference services. Forcing the patron to go back and “contact your local 
library” through a traditional method defeats the purpose of providing this Live 
Chat/Email Followup service option. 
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Ideas for staffing the Virtual Reference Desk 
Where do you sit? 

Sit in your office. If you are just getting used to your virtual reference software, you may 
find it helpful to be free of distractions. Sitting in your own workspace or office will help 
you concentrate on helping virtual patrons. 

If there are long gaps in between patrons, you have the opportunity to spend your time 
working on something else, such as catching up on virtual-reference-related professional 
reading. 

Librarians sitting at their own desks often feel like they are limited to answering 
questions with only online and web resources. Don’t fall into that trap! Your experience 
with and knowledge of print reference sources is a necessary part of delivering great 
service. If you know you can answer a reference question with a print source that is 
across the room, building or campus, ask the patron to wait, or if it is busy at the virtual 
reference desk, ask if you can get back to them later. Use what you know. 

Sit at the reference desk. Forget about virtual reference and just think of it as reference. 
Chat and e-mail are only another way you answer reference questions. The format is new, 
but the service is the same. Train everybody - whoever is on the desk is on the virtual 
desk. 

Staffing your virtual reference service from your regular reference desk takes away a 
scheduling headache and ensures that all staff members develop the skills and experience 
to deliver fantastic online service. 

You will also have access to your local print reference collection and everything else you 
are used to having for public service. 

Sometimes we worry that an in-person patron won’t understand we are busy with a 
virtual patron. All you have to do is smile and tell the person, “I’m working with another 
person online, please wait.’’ If the in-person patron has an urgent need, you can say 
something similar to the virtual patron. 

Sit at a telephone reference call center. If your library has a space (room, nook, closet) 
where staff answer telephone reference questions and have access to print reference 
sources, it might be the ideal place to staff the virtual reference desk. 

You get the best of both worlds - aecess to print sources, integration with the regular 
routine, and the isolation to concentrate in the new environment. 

L-net’s collaborative reference model 
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With L-net, 20 of our 28 partner libraries share coverage of the virtual reference desk 
9am-6pm Monday-Friday. Each library covers 1-8 hours per week and librarians from 
OCLC’s 24/7 cooperative (each with an MLS or equivalent) cover our mornings, evening 
and weekend hours. Additionally, library school students, part-time librarians and retired 
librarians volunteer their time to cover L-net. 

Who staffs the desk? 

All 28 libraries share in answering our e-mail reference questions. New questions are 
assigned to any library on a rotating basis. Questions can be referred anywhere in the 
system (and coming soon: out of the system). 

It is routine for a librarian to answer questions for patrons from other libraries. To help us 
do this, OCLC helps us maintain Policy Pages with local information to help serve each 
patron’s library, including phone numbers, web pages, and quick links to specific policies. 

Another model for collaborative chat reference 

One clear advantage to our cxrrrent model is that each library is online 2-8 hours per week 
in exchange for 168 hours of service. There are training sessions and meetings to attend, 
but it’s a big return for a small contribution. 

The model works well for general reference and the kinds of questions any librarian can 
answer. There will always be times when the patron really does need to talk to a staff 
person at their local library. The patron might need in-depth help with their library’s 
resources, want to know about a local event, or have a circulation question. In L-net, we 
consult the policy page or refer the question. 

L-net received over 3,000 chat reference requests in April 2007. That’s enough to keep us 
busy, but what would we do if the number were closer to 10,000? One way to handle it 
would be to connect as many patrons as possible with their local librarians. 

Each library would cover the virtual reference desk during all or most of its open hours. 
It’s a greater staff commitment, but the patrons would get more out of it too, receiving 
local help when their library was open, and help from the general collaborative service 
when their library was closed. 

Portland State University is taking this approach to staffing L-net. They cover their own 
“queue” Noon-6pm Monday-Thursday and Noon-5pm on Fridays. When their librarians 
are not online, PSU patrons get referred to L-net. When L-net librarians are not online, 
they get referred to OCLC’s 24/7 cooperative librarians. See PSU's Reference Services 
page at http://pdx.edu/librarv/askus.html . 

Who gets to be online? 
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Most libraries have more librarians interested in providing virtual reference service than 
they have shifts to let them staff. 

For a while, the Multnomah County Library had 12 librarians on their virtual reference 
team, but only two shifts each week. The result was that everyone got a shift every six 
weeks, the librarians were rusty, and the schedulers confused. 

Here are some of our own libraries’ creative solutions to this problem: 

Take long turns. At the Corvallis-Benton County Library, librarians take two-month 
rotations covering the library’s L-net shift. Librarian skills are fresh and the scheduler 
only has to worry about one person at a time. Multnomah has now adopted this model as 
well. 

Share the wealth. The Eugene Public Library divides their two-hour shifts in half, giving 
each librarian on their team at least an hour of service a week. 

Double up. At Albany Public Library Services, two librarians staff each shift, so the 
online librarian has a backup during busy times, people can take breaks, and everyone 
gets to answer a question. 

It’s just a job. Oregon State University has solved the problem naturally by making their 
virtual reference shift the same as their regular reference shifts. They may not handle 
their shift with the collaborative service this way, but everybody has the chance to build 
their skills. 

Identify key providers. Virtual reference may not be for everyone. Existing lists of core 
competencies for providing virtual reference service can serve as a basis for choosing 
who gets to be online. 
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5ive strategies for working with multiple patrons 


Why do patrons seem to come in packs of 2 or more? I don't know, but here are 5 
strategies for working with two virtual patrons at the same time. 

1. Ignore the second call. 

After one minute a librarian from OCLC’s 24/7 cooperative will pick up the call. 

2. Talk to both patrons and jump back and forth between them. 

This can be effective, especially if one of the questions seems to be relatively 
straightforward or easy. What is the capital of France? 

Help the patron choose a resource that they can browse on their own. It’s also good to 
remind them that they can click and search without your intervention. Be sure to check 
in on them both, even if they seem to be doing fine without you! 

If you accidentally send the wrong message or web page to a patron, be sure to 
apologize. 

3. Do reference interviews first with each patron, then start to answer. 

Jana Smith Ronan, Chat Reference, p. 159. 

“If working with more than one session simultaneously, greet each user, explain 
that you are working with more than one person right now, then move into 
reference interviewing the first user. Once you are confident you have the real 
question, arrange to deliver the answer to the first user later, verify that you have 
the correct contact information and the way that they prefer the answer to be 
delivered, and use closed questioning to end the encounter. It’s helpful to take a 
few seconds to print the transcript of the session before moving on to the next 
person in line.’’ 

4. Greet the patron and send the BusyTime message. You can deal with their 
response when you are done with the first patron. 

We are experiencing a very busy time right now. You may continue to wait, or if 
you prefer we can get back to you by email. Or you may wish to try back in a few 
minutes. Thanks for your patience. 

5. Use AOL Instant Messenger and your L-net buddy list to ask for help from your 
fellow librarians. 

WAIT! What if there are more than two patrons? Unless you are wrapping up one of 
the questions, options 4 and 5 are probably the best solutions. 
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Working with iicensed resources 


Libraries license resources from elecfronic journal and database vendors for use by 
their own patrons only. How can we use licensed resources in a collaborative 
environment? 

Licensing agreements will vary from library to library. In general, in order to comply 
with current licensing and copyright law, librarians should: 

Lead the patron to the licensed resources available at their own library. Using the 
patron's local access point will make sure the patron has legal access to the resource 
and will also promote the resource locally. 

Use the patron's policy page or on the quick links page 

(www.oregonlibraries.net/staff/docs/quick.shtml) to find the patron's local resources. 

If the patron does not have a library card or pin number to access the resource, you can 
help them get one. 

Lead the patron to the statewide database license products. Almost everyone in 
Oregon has legal access to EBSCOhost and the Oregonian. It is best to access the 
resource through the patron's local library. 

If you need to share the resource through your own library, turn off co-browsing while 
you enter your library card's barcode or pin-number. 

Use your own resources to find answers, but do not share the resource with the 
patron. Share the answer and fully cite the resource. 

Don't forget about print resources. A patron using L-net from inside of a library 
probably has a lot of great reference sources nearby. Use the patron's library catalog to 
help find them. 

Refer the question. If you think the question requires a licensed resource that neither 
you nor the patron has access to, refer the question to a library that you think does. 

For background, see the L-net Database Licensing report 

(http://www.oregonlibraries.net/files/Answerland_Database_Licensing.doc) prepared 
by Maureen Kelly (OSU-Cascades) and Janice Weide (Salem Public Library) in 
September, 2003. 
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L-net and your privacy (L-net s privacy policy) 

We take your privacy very seriously. 

This statement explains our privacy policy and what we do with the personal 
information we collect from you. Please read it to understand our practices regarding 
personal information and how they affect you. 

What information does L-net gather about me? 

1. Your name, so we can be friendly. Feel free to use any name you like, within reason. 

2. Your email address, if you want to receive a transcript of the session. We will not 
sell or share your email address with solicitors or send you any solicitations ourselves. 

3. Your computer's IP address is automatically detected. Collecting it can help solve 
technical problems. 

We keep this information for 7-14 days in case you want to retrieve the transcript of 
your chat with the librarian. After this time, we delete this information. 

If you would like us to not have your personal information at all, you have the option 
to connect to us anonymously. 

L-net will disclose your personal information only to the extent necessary to fulfill 
your request for information, to comply with federal, state or other laws and to ensure 
the physical safety of persons discussed in your communication with a librarian. 

What other information does L-net collect? 

1. Your zip code, to verify that you are an Oregon resident. 

2. Your question and our answer, to help train librarians and to ensure that we provide 
consistent and high-quality service. 

3. Other information you tell us, such as the name of your library and your requested 
response level or grade. This information helps us provide better service to you by 
knowing what kinds of people use the service. 

4. Information about your web browser is collected so that we may do our best to make 
sure everyone can use this service. 

We may keep this information permanently for the purposes of statistical reporting, 
research and training. None of this information is related to any personal data about 
you. 

OCLC QuestionPoint 

We use software and services from OCLC QuestionPoint to answer your question. 
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QuestionPoint will automatically create a "patron account" for you when you submit 
your question with an e-mail address. The accoimt will let you access the questions 
you have asked in the last 7-14 days. You will be e-mailed a logon and password to 
your account. 

To access your aceount, please logon. 

Please read the OCLC QuestionPoint Terms of Service. 

Cookies 

This website, www.oregonlibraries.net may set a cookie to help us traek whieh pages 
on this site you visit. The cookie does not contain any personal information about you. 

Will you change this privacy policy? 

L-net may make changes to this privacy statement at any time. Our site will be updated 
with the latest version of our policy. 

What else should I know? 

We do our best to protect your personal information, but cannot ensure the security of 
any information you transmit to us. Just like when you are visiting any other business 
in person or on the web, you must protect yourself. Please be careful and responsible 
whenever you're online. 

Our librarians will routinely send you to other sites on the Web. If you follow these 
links from our site to theirs, you should be aware that other sites have their own 
distinet privacy and data collection practices. We can have no responsibility or liability 
for these independent policies. For more information regarding a site and its privacy 
policies, you will need to check that site. 

Also, please note that linking to other sites does not imply L-net's endorsement of their 
products, services, or content. 

If you have any questions about this policy, please contact the service coordinators. 
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L-net Profiles 


If you’d like to create an L-net profile... 

1. Visit www.oregonlibraries.net/user/register to create an account. 

2. Wait for Caleb or Emily to confirm your account. 

3. Log in to your account at www.oregonlibraries.net/login 

4. Click ‘My Account’ to view your profile. 

5. Click ‘edit’ to edit your profile. 

6. In the ‘account settings’ section, you can upload a picture of yourself (or whoever you 
want to be online). Be sure to submit any changes by scrolling to the bottom and clicking 
the button there. 

7. In the ‘personal information’ section, tell us about yourself. You don’t have to fill out 
every field. If there’s something you’d like to say that doesn’t seem like it has a place, 
just let Caleb know and he'll add it in. Be sure to click submit at the bottom. 

8. Your profile will be available at www.oregonlibraries.net/librarian/youmame, like 
www.oregonlibraries.net/librarian/caleb 
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Marketing Materials 


Help promote L-net with marketing materials. Place your order for bookmarks, pencils, 
posters, and brochures at 

http://www.oregonlibraries.net/promote/order 

Working Teams 

L-net working teams always welcome new members. Current active teams are Marketing, 
Quality and Training. Information on the projects the teams are currently working on is 
at 

http://www.oregonlibraries.net/staff/wiki/LWikiHome. 

To join a team, contact Caleb or Emily. 

Buzz 

A database of L-net transcripts is available at http://www.oregonlibraries.net/buzz. 
Transcripts have been scrubbed of information that might identify a patron. New 
transcripts are loaded on to the Buzz once a week, normally on Mondays. If you need the 
password for the Buzz, contact Caleb or Emily. 

Spanish 

It happens rarely, but sometimes we have a patron log into L-net asking to chat with a 
Spanish-speaking librarian. 

Most of us are not fluent enough in Spanish to be able to comfortably handle the 
reference question in chat, but we do have a couple of Spanish-speaking librarians who 
can answer questions via email. 

We have a scripted message saying, in Spanish, 

"Thank you for contacting us. I don't speak Spanish,’but if you give us an email address, 

I will ask a Spanish speaking librarian to answer your question via email." 

The translation is 

"Gracias por contactamos. No hablo espanol, pero si Ud. nos provee una direccion de 
correo electronico, otro bibliotecario/a le contestara en espanol de esa manera." 

Make sure that you do get an e-mail address from the patron and then say good-bye and 
give the question a resolution code of “followup by patron’s library”. 
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These libraries have Spanish-speaking librarians on staff and are available to handle the 
followup question. 

Corvallis-Benton County Public Library 
Eugene Public Library 
Multnomah County Library 

Getting Help 

On technical problems, as first option and last resort 

For emergencies during your shift, 

Contact Caleb Tucker-Raymond - Monday-Friday 
Calebt@multcolib.org 503.988.5438 

Contact Emily Papagni - Sunday-Thursday 
emilyp@multcolib.org 503.988.5433 

OCLC telephone support is available at: 

If Caleb and Emily are not available, OCLC Support, 1-800-848-5800. 

Monday through Friday: 7:00 am to 9:00 pm U.S. Eastern Time 

Saturday: 8:00 am to 8:00 pm U.S. Eastern Time 

(with support limited to hardware and telecommunications) 

On ScheduleSource or the L-net schedule 

View the L-net schedulesource help powerpoint 
http://www.oregonlibraries.net/staff7docs/schedule_source_help.pps 


With AOL Instant Messenger 

AIM home page 

www.aim.com - look for Help in the upper right comer. 


On policy issues and best practices 

Some good places to start: 

Library Policies and Contacts 
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Log in to Questionpoint and view partner libraries' polices and contacts. 

To view policies, click on “View” under Profile in the Quick Links section of My 
QuestionPoint. 

Click on Policies in the blue toolbar. 

The L-net Policy Page will load. Click on the “View Policy Page” button. 

All L-net library policies will be viewable by using the drop-down menu. 
Cooperative policies will be viewable by clicking on the “Search Policies” link. 
Guidelines 

Our Service Guidelines and Working with licensed resources in this manual 

L-net staff documents page 
http://oregonlibraries.net/staff/docs/ 

Ask the L-net email list 

http://listsmart.osl.state.or.us/mailman/listinfo/l-net 
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still stumped? 

Contact Caleb Tucker-Raymond - Mondays-Fridays 
calebt@multcolib.org (503) 988-5438 

Contact Emily Papagni - Sundays-Thursdays 
emilyp@multcolib.org (503) 988-5433 

Ask the http://listsmart.osl.state.or.us/mailman/listinfo/l-net 


More Information 

The following information is available on the QuestionPoint weh site at 
http://www.questionpoint.org/ 

• Policies at http://www.questionpoint.org/policies/index.html 

• OCLC videos at http://www.questionpoint.org/education/index.html 

• Documentation at 

http://www.questionpoint.org/support/documentation/gettingstarted/index.html 

• The Virtual Reference Interview 

A powerpoint presentation from the Ohio Library Council on doing a reference interview 
in virtual reference. 

http://www.oregonlibraries.net/staff/docs/virtualreferenceinterview.ppt 
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Further Reading 


Here is a partial bibliography for further reading about virtual reference services, instant 
messaging and internet privacy. 

Brenda Bailey-Hainer, "Virtual Reference: Alive & Well", Library Journal, January 15, 

2005. http://www.libraryjoumal.coin/article/CA491140.html 

Peter Bromberg, "Is virtual reference success&l?", in Library Garden (blog), July 12, 

2006. http://librarygarden.blogspot.eom/2006/07/is-virtual-reference-successful-part- 
i.html 

Steve Coffman and Linda Arret, "To Chat Or Not to Chat — Taking Another Look at 
Virtual Reference, Part 1", Searcher; Jul/Aug 2004, Vol. 12 No. 7 
http://www.infotoday.com/searcher/jul04/arret_coffman.shtml [see also the rebuttal by 
Bailey-Hainer, above] 

Steve Coffman and Linda Arret, "To Chat Or Not to Chat — Taking Another Look at 
Virtual Reference, Part 2", Searcher; Sep 2004, Vol. 12 No. 8, 
http ://www. infotoday. com/ searcher/sep04/arretcoffman. shtml 

Saul Hansell, “Increasingly, Internet's Data Trail Leads to Court”. New York Times. 
New York, N.Y.: Feb 4, 2006. 

Lyrm Silipigni Connaway and Marie L. Radford “Service Sea Change: Clicking with 
Screenagers Through Virtual Reference.” Presented at the Association of College and 
Research Libraries 13th National Conference, “Sailing into the Future - Charting Our 
Destiny,” 29 March - 1 April 2007, Baltimore, Maryland (USA), 
http://www.oclc.org/research/publications/archive/2007/connaway-acrl.pdf 

Diane Granfield, "Getting help and doing research: what do patrons want? An 
exploratory study comparing desk users with virtual reference users." In Trine 
Koldemp Flaten; International Federation of Library Associations and Institutions. 
Management and Marketing Seetion, Management, marketing and promotion of library 
services based on statistics, analyses and evaluation, Saur, Miinchen, 2006. 

Sarah Houghton and Aaron Schmidt, "Web-Based Chat VS. Instant Messaging" Online; 
Jul/Aug2005, Vol. 29 Issue 4, p26-30. 

David Johnston, “Use of Computer Network For Child Sex Sets Off Raids; Child Sex 
Over the Computer Sets Off Raids”. New York Times New York, N.Y.: Sep 14, 1995. 

Amanda Lenhart, Paul Hitlin and Mary Madden "Teens and Technology", Pew 
Internet and American Life Project, 2005. 

http://www.pewintemet.org/pdfs/PIP_Teens_Tech_July2005web.pdf 
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Cynthia Lewis and Bettina Fabos, "Instant Messaging, Literacies, and Social 
Identities". Reading Research Quarterly; October/November/December 2005, Vol. 40 
No. 4, pp. 470-501. 

http;//ira.org/Library/Retrieve.cfm?D=10.1598/RRQ.40.4.5&F=RRQ-40-4-Lewis.pdf 

Pascal Lupien, "Virtual Reference in the Age of Pop-Up Blockers, Firewalls, and 
Service Pack 2." Online; Jul/Aug2006, Vol. 30 Issue 4, pl4-19. 
http://www.infotoday.com/online/jul06/Lupien.shtml [See also the rebuttal by 
Bromberg, above] 

Mary Minow and Paul Neuhaus, "Working Paper: Is Privacy Working? Planning for 
Stronger Privacy Measures Than Security Through Obscurity" 
http://www.ala.org/ala/washoff/contactwo/oitp/MinowNeuhaus2005Septl5.pdf 

National Center for Education Statistics, "Public Library State Rank Order Tables", 
http://www.nclis.gov/statsurv/nces/stateranks/index.html 

Paul Neuhaus, "Privacy and Confidentiality in Digital Reference", Reference & User 
Services Quarterly, vol. 43 no. 1, Fall 2003. 

Scott Nicholson and Catherine Amott Smith, "Using Lessons from Health Care to 
Protect the Privacy of Library Users: Guidelines for the De-Identification of Library 
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the American Society for Information Science and Technology (ASIST) 42, Charlotte 
(US), http://eprints.rclis.org/archive/00005255/ 

George Needham, '"Public Use of the Library and Other Sources of Information'", It's 
All Good (blog); January 4, 2006, http://scanblog.blogspot.eom/2006/01/public-use-of 
library-and-other.html 

OCLC, Perceptions of Libraries and Information Resources, 
http://www.oclc.org/reports/2005perceptions.htm 
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